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CSC IN TOUCH WITH CURRENT TRENDS

Within the framework of its I.D.E.A.S program (Inspiration, Debate, Executive, 
Annual Surveys). CSC carries out a number of “barometers” every year to analyze 
trends and perspectives from key roles within the boardroom (human resources, 
finance, IT, procurement …) at the European or global level. Each of these studies, 
carried out with the assistance of independent survey institutions (IFOP and TNS 
Sofres), involves the participation of hundreds of managers from large businesses 
and public administrations. The results of these studies are revealed during high- 
level events organized in different cities (Paris, Madrid, Barcelona, Milan, Brussels, 
Lisbon, Washington, D.C. , etc.), and are also relayed by partners from the media 
and from academia (universities and elite business schools).
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THE CIO BAROMETER IS A SURVEY CARRIED OUT 
FOR THE 4TH YEAR BY CSC, IN COLLABORATION 
WITH MARKET RESEARCH INSTITUTE 
TNS SOFRES. IT IS BASED ON A QUANTITATIVE 
ANALYSIS OF THE TRENDS AND OUTLOOK FOR 
IT DIRECTORS, BASED ON A SAMPLE OF CIOs 
FROM MAJOR EUROPEAN AND NORTH AMERICAN 
COMPANIES AND PUBLIC INSTITUTIONS.
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ApproACh And mEthodology

The 4th edition of the CIO Barometer was produced in collaboration 
with the TNS Sofres market research institute, and surveyed a 
sample of IT directors working for European and North American 
companies and public institutions employing more than 500 
staff. These directors were interviewed regarding the position, 
concerns, performance and outlook for information technology 
departments. 

intErviEw mEthod

The questionnaire was administered by the TNS Sofres market 
research institute, in accordance with the CAWI method (Computer- 
Assisted Web Interviewing), between March and April 2012.

In order to cast light in particular on the place of cloud computing 
within IT departments, the 2012 edition of the CIO Barometer was 
complemented with the results of another worldwide survey run by 
CSC, the Cloud usage Index*. This survey was also carried out this 
year in cooperation with TNS, among a sample of 3,645 IT managers 
within small and medium-sized enterprises and larger corporations 
in eight countries (Australia, Brazil, France, germany, Japan, 
Singapore, the united kingdom and the united States). 

*For more information, please visit: www.csc.com/cloudusageindexPR.

tArgEt And SAmplE

Private and semipublic companies and public institutions: 
•	 with a minimum of 500 employees,
•	 located in Belgium, France, germany, great Britain, Italy, 
Portugal, Spain and the united States.

332 managers were interviewed in Europe and North America. 
These managers represent the following target positions: 
•	 IT director / manager.

The sample was ultimately adjusted to guarantee representativeness 
in relation to the population of companies from the targeted 
activity sectors employing at least 500 staff.

CIO BAROMETER 2012
A GlobAl survey
A world in trAnSformAtion



8

 



9

 

1
INTRODUCTION

CIO BAROMETER 2012

A WORLD IN 
TRANSFORMATION



10

  

introduction

CIO BAROMETER 
2012 trends And outlook for 

informAtion technoloGy 
depArtments



11

Digital technologies are developing rapidly. They are changing 
the world by pushing back the boundaries of what is possible 
and profoundly transforming businesses. Digital technologies 
are one of the major growth factors. They are involved at 
all levels of the company, whether to increase productivity, 
improve the customer experience or promote collaboration. 
Mobility, social networks, cloud computing, etc. contribute 
to the company's performance by encouraging new usage 
habits. Many business leaders are convinced of the strategic 
role of information technology, which far exceeds simple cost 
reduction. No corporate strategy can be implemented without 
a massive contribution from IT.

Three technological revolutions have shaped the 20th century: 
the combustion engine, electricity and electronics. These 
revolutions facilitated mobility, urbanization and global trade. 
As of a certain development stage, each of these revolutions 
separated the infrastructure from its use. Car drivers do not make 
their own gasoline. users, even industrial users, do not produce 
their own electricity. This is what is currently happening with 
IT. In the interest of economy and efficiency, the “machinery” 
of IT is being separated from the user.

Software and data appear less and less on computers and 
more and more in enormous IT centers. For businesses and 
individuals alike, the outsourcing of a large part of their data 
storage and processing needs should become increasingly 
significant over the next few years.

The path toward outsourcing is not always smooth. Not all 
technical problems have been resolved. And there are still 
numerous economic, social and legal difficulties relating to 
the development of the cloud. however, two promising factors 
encourage continuing on this path. The first is the advantages 
in terms of mobility and flexibility. users will be able to access 
their music, photos, videos, agenda, documents, etc. wherever 
they are and from a multitude of terminals: PCs, tablets, 
smartphones and so on. Business leaders will ensure that their 
employees can communicate and collaborate in a transparent 
manner from their office, the customer's office or their homes. 
The second is advantages relating to costs. The economies 
of scale for business applications are significant. Processing 
data in IT server farms greatly reduces unit costs: energy costs 
decrease and the use of servers is optimized by spreading the 
processing loads of the various companies over time.

thE 2012 Cio bAromEtEr undErlinES 
SoCioEConomiC EvolutionS thAt 
rEdEfinE thE it dEpArtmEnt’S 
funCtionS. it AlSo ExAminES othEr 
trEndS, SuCh AS thE ConSumErizAtion 
of it, thE ExploSion in thE volumE of 
unStruCturEd dAtA, Cloud Computing, 
EtC. thE it dEpArtmEnt muSt now 
morE thAn EvEr poSition itSElf At A 
StrAtEgiC lEvEl. it muSt hElp gEnErAl 
mAnAgEmEnt mAkE thE moSt of 
tEChnologiES whilE Avoiding bEing 
"Short-CirCuitEd" by buSinESS or 
funCtionAl diviSionS.

trends And outlook for 
informAtion technoloGy 
depArtments
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buSinESSES ArE fACEd with 
it ConSumErizAtion

users are taking control of IT. It is no longer 
the company that imposes its technological 
choices upon its employees. Technological 
innovation is no longer driven by the demands 
of the business, but rather by the satisfaction 
of users' desires. Private usage habits are 
spreading throughout the professional 
world. The IT consumerization trend is 
extending to the business world. Captivated 
by devices such as iPhones or iPads, by their 
user-friendliness and capabilities, users have 
become the agents of their dissemination 
in the workplace. They are prepared to use 
their own resources to be more productive. 
The "bring your own device" trend (ByOD), 
which consists of using one's own mobile 
terminals and applications at work, is putting 
pressure on companies to adapt.

The benefit for the company is not only 
the savings on the cost of equipping their 
employees with terminals. The main advantage 
lies first and foremost in responsiveness 
and flexibility. The ByOD trend makes it 
possible to communicate with 80% of the 
company's employees via the Internet. This 
way, a maximum number of employees have 
access to information. This approach is in 
keeping with the desire for standardization 
and consistency. It helps make processes 
more standardized and homogeneous. 
The ByOD trend is becoming a formidable 
driver of change and motivation. According 
to TNS Sofres, 45% of employees claim 
that their personal hardware and software 
are more useful to them than the tools and 
applications provided by their company. 
Employees believe that their company's IT 
solutions are not as flexible and practical 
as the consumer hardware and software 

they use in their personal life. They ask 
to make their own choice of applications, 
services and content from widely available 
resources on the Internet. Many of them 
are prepared to pay to work with their 
favorite technologies.

Business leaders and IT managers are aware 
that the use of the most recent technologies 
is a priority for their employees. Thus, 88% of 
managers believe that the use of consumer 
technologies by their staff can improve job 
satisfaction. And an increasing number  of 
companies authorize employees to bring 
their own equipment to work to access the 
company's applications.

Responsiveness, efficiency and time saving 
when accessing data are the main reasons 
cited by companies for their conversion 
to mobile usage habits. The deployment 
of mobile terminals is however faced 
with a number of obstacles. First, 72% of 
companies admit that their use has resulted 
in an increase in security incidents. Second, 
businesses are confronted with a shortage 
of professional applications. Existing 
applications are only somewhat — or not 
at all — adapted to smartphone or tablet 
usage. Finally, a lot of companies do not 
know how to deal with the difficulties and 
opportunities inherent in IT consumerization.

Employees are bound to
become increasingly 
technologically 
autonomous
if they use their own 
technologies. in their 
capacity as trainers and 
advisors, Cios will have 
to make decisions in 
conjunction with their 
employees, and recognize 
that the vast majority 
of them have a very 
clear idea of their own 
technological needs.
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CAptivAtEd by dEviCES SuCh AS iphonES or ipAdS, thEir 
uSEr-friEndlinESS And CApAbilitiES, uSErS hAvE bEComE thE 
AgEntS of thEir diSSEminAtion in thE workplACE. thEy ArE 

prEpArEd to uSE thEir own rESourCES to bE morE produCtivE.
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thE EmErgEnCE of 
big dAtA And Cloud 
Computing

Information is the fuel of the 21st century, 
while analytical tools are its engine. 
Businesses have never collected, stored 
and processed so much information all 
at once. They are overwhelmed by data 
which they are finding increasingly difficult 
to analyze. This is referred to as the big 
data phenomenon. Telecom operators, 
the retail industry, banks and financial 
services providers, to name but a few, have 
to deal with a barrage of information on 
their customers. however, the analysis and 
processing of this data is a source of future 
profit. using this data is an opportunity 
for businesses to become better equipped 
to meet their customers' expectations. 
It helps improve operational efficiency, 
drive innovation and create competitive 
advantage.

The complexity of information requires a 
change in data management strategies. 
We have entered the era of massive data 
management. Data capture, storage, search, 
sharing, analysis and viewing must be 
redefined. This phenomenon goes hand 
in hand with the reduction in storage 
and computing costs. To cope with this 
deluge of digital information, businesses 
can now switch to cloud computing, which 
consists of storing information in external 
"digital farms." 

Cloud computing is based on two pillars: 
the sharing of IT servers and the leasing of 
resources. It has more in common with the 
evolution in the use of IT resources than an 
actual technological revolution. It does not 
necessarily propose servers dedicated to 
customers but rather space and computing 
power to store or disseminate data on any 
server, depending on availability.

The emergence of cloud computing is due 
to two interrelated phenomena: the increase 
in the amount of data to be processed in 
every company; and companies' desire 
to rationalize their IT investments while 
having the most adapted, flexible and 
least costly tools. A survey carried out by 
CSC among 3,645 technology decision 
makers from major global companies*  
revealed that one of the main expectations 
of cloud computing is to facilitate access 
to information and resources for staff.

Thus, 33% of companies surveyed claim 
that their primary motivation for adopting 
cloud computing lies in the ability to 
provide greater access to information via 
several technologies. This strategy helps 
to increase speed and efficiency and thus 
improve business performance.

The second motivation for adopting cloud 
computing has to do with cost reduction, 
for 17% of companies polled. Contrary to 
popular belief, few companies downsized 
their IT department after adopting a cloud 
computing strategy. Only 14% of companies 
claim they cut their workforce, while 20% 
actually recruited personnel, notably cloud 
computing experts. Nevertheless, 25% of 
global companies are more concerned with 
data security once the cloud computing 
model has been implemented.

Cloud computing marks a radical change 
in working methods. CIOs are worried 
about how to manage this change. The 
most frequently cited reasons are data 
security, confidentiality and availability 
problems. This is why employees must be 
prepared for this transformation. 

Fifty-four percent of CIOs surveyed feel that 
cloud computing allows them to devote their 
time to innovation and business strategy. 
Certain IT managers feel threatened by 
the outsourcing principle relating to cloud 
computing. They fear that business leaders 
may perceive cloud computing as a way 
to bypass IT departments.

  

thE ChAllEngE for 
CioS iS to StrikE thE 
right bAlAnCE bEtwEEn 
CrEAting vAluE
for thE CompAny'S 
ACtivitiES And 
mAintAining Control 
And CohErEnCE of thE 
informAtion SyStEm.

  

AS A rESult of thE 
digitAl rEvolution, thE 
ExponEntiAl inCrEASE 
in dAtA iS profoundly 
ChAnging thE wAy 
buSinESSES opErAtE. 
thE big dAtA phEnomEnon 
iS EvEn SprEAding within 
CompAniES, fuElEd by All 
thE dAtA gEnErAtEd by 
SoCiAl mEdiA.

* Source: Cloud Usage Index survey, CSC-TNS 
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33% For 33%*  
of companies, the 
primary motivation 
for adopting
cloud computing is 
the ability to provide 
greater access to 
information via 
several technologies.

For 72%  
of companies, 
the use of mobile 
terminals
has led to an 
increase in the 
number of security 
incidents.72%

54% of CIOs feel that cloud computing 
allows them to devote their time to innovation 
and business strategy.

45% of employees claim that their
personal hardware and software are more useful 
to them than those provided by their company.

88%  
of CIOs believe that
the use of consumer 
technologies by their
staff can improve their 
job satisfaction.

* Source: Cloud Usage 
Index survey, CSC-TNS 

88%

5 KEY FIgURES

Evolution of thE 
it dEpArtmEnt

Pressure from competitors and customers 
is one of the major external drivers of 
digital transformation. Business leaders 
use technology to reinforce the customer 
experience, transform distribution channels 
and eliminate unnecessary internal 
costs. The growing role of technology in 
business does not however mean that the 
influence of IT departments is increasing. 
Although 81% of business leaders surveyed 
believe that technology is a fundamental 
aspect of their business model, many of 
them do not rely on the IT department 
to satisfy this need, as they too often 
perceive it as an obstacle instead of a 
business partner. They consider that IT 
departments sometimes find it hard to 

respond to simultaneous expectations 
of cost reduction and simplification, but 
also better, cheaper and faster services.

The key to the success of digital transformation 
lies first and foremost in changing the 
company's operating mode. The issue 
at stake is not just technological. It is 
also managerial and human. The main 
difficulties encountered when completing 
a digital transformation are the lack of 
skills in this area, problems in terms of 
corporate culture and the complexity of 
information systems. The emergence of 
cloud computing, big data and the ByOD 
trend is drastically changing the practices 
of employees and also IT departments. 
These evolutions redefine the functions of 
IT departments aimed at supporting the 
company's change and innovation strategy. 

The IT department must position itself 
at a strategic level. It must help general 
management make the most of technology 
while avoiding being "short-circuited" by 
business or functional divisions.

The IT department’s priority should be to 
drive change within the company. IT must 
support the company's development and 
be a catalyst for innovation. IT plays an 
increasingly prominent role in the company's 
organizational transformation. Its function 
is thus more management and strategy, 
rather than just technology. CIOs are 
managers responsible for driving change. 
Their challenge is to find the right balance 
between creating value for the company's 
activities and preserving the control and 
coherence of the information system.
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SAMPLE STRUCTURE

The sample includes 332 companies/institutions, approximately 48% of which are North American and 52% European.

The sample is composed of major corporations. Just under half of the companies surveyed employ more than 3,000 permanent 
staff (47%). In Europe, 41% of companies have more than 3,000 employees, compared to 54% in the uSA.

brEAkdown by gEogrAphy

pErmAnEnt StAff

Europe
52%

USA
48%

10,000 employees and more
22%

6,000 to 9,999 employees 
6%

3,000 to 5,999 employees 
19%

1,000 to 2,999 employees 
27%

500 to 999 employees 
26%
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CIO BAROMETER 2012

The survey looked at where the IT department is headquartered.

loCAtion of it dEpArtmEnt

brEAkdown of thE SurvEy by buSinESS SECtor

IT
28%

Health and Prevention
5% 

Public sector
7%

Telecommunication
and media

4%

Aerospace
3%Other

11%
Energy

5%
Transport and tourism

5%

Insurance
5%

Banking
8%

Retail
7%

Industry
14%

France
12%Italy

9%

USA
50%

United Kingdom
9%

Germany
10%

Belgium
2%

Spain
8%
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numbEr of it StAff

poSitionS rEprESEntEd

100 to 500 employees
30%

500 to 1,000 employees
13%

1,000 to 3,000 employees
14%

More than 3,000 employees
5%

1 to 19 employees
10%

20 to 49 employees
16%

50 to 99 employees
12%

IT Director

29%

CIO

20%

IT Manager

51%

SAMPLE STRUCTURE
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The results of the survey show four noteworthy developments within the IT department. Seventy-one percent of developments 
concern initiatives such as cloud computing (compared to 26% in 2011), followed by two developments each mentioned in 60% of 
cases: acceleration in innovation, and involvement in business transformation or evolution. Involvement in the company's strategy  
is listed by 59% of respondents.

By comparison, in 2011 the results of the survey showed three noteworthy developments in IT (in the uSA and Europe):
•	 Involvement in change/evolution, cited by 69% of respondents
•	 Involvement in the company's strategy, cited by 68%
•	 Acceleration in innovation, cited by 63%

The strong emergence of cloud computing initiatives should thus be noted. In the uSA, the percentage mentioning cloud computing 
initiatives is 81% compared with 60% in Europe. Cloud computing is no longer perceived as service outsourcing but as an added 
value evolution for the IT department.

The major evolution in the contribution of the IT department within the company is leadership in innovation and value creation via new 
technologies (cited by 65% of respondents). CIOs believe that new technologies are innovation drivers and must be integrated into the 
company's business. This aspect is followed by the management of operational processes (62%) and driving operational excellence 
(58%).

rECEnt notEworthy dEvElopmEntS in thE it dEpArtmEnt

Evolution of thE Contribution of thE it dEpArtmEnt within thE CompAny 

EVOLUTION OF THE IT FUNCTION

More from a cost to a value-creation center

Outsourcing

Reduction in IT departments’ budgets and sta�

Involvement in the company’s strategy

Involvement in business change or evolution

Acceleration of innovation

Cloud computing or similar initiatives 71%

60%

60%

59%

41%

38%

37%

DNK

Involvement in the direction of core business strategy

Energizing and promoting the software portfolio

Driving force for operational excellence

Management of operational processes

Leadership in innovation and creating value 
with new technologies 65%

62%

58%

5%

34%

1%

CIO BAROMETER 2012
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In the majority of companies, the positioning and relationship of the IT department vis à vis general management is that of a cost center (43% 
in Europe and 42% in the uSA). Only 37% of respondents consider the relationship with IT to be one of partnership. The information system 
is a significant driver of value creation for IT departments, but is often still perceived as a cost center by general management.

poSitioning And nAturE of thE rElAtionShip bEtwEEn it And gEnErAl 

Other

Formal client/service provider relationship

A collaborative partnership

IT considered as cost center 43%

62 %

37%

19%

1%

EVOLUTION OF THE IT FUNCTION
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IT CHALLENgES AND PRIORITIES

As in 2011, network and IT security is one of the major challenges for IT departments (72%). however, the gap has narrowed since 2011, 
as this percentage was previously 80% compared to just 72% today. This is followed by the rationalization of service costs (69%) and the 
improvement in customer and user relationship management (69%).

In 2011, the challenges ranked second and third in order of importance were the improvement of customer/user relationship management 
(67%) and the optimization of the IT department’s financial and operational planning (68%).

grEAtESt ChAllEngES for it dEpArtmEntS in thE yEArS to ComE

ST Top 2 (5+4)

5 - High priority

4 - Priority

3 - Moderate priority

2 - Low priority

1 - Not a priority at all

Not applicable

Green IT

Retained employees (USA only) 

Manage the outsourcing of services

Web 2.0

Mobile applications (USA only)

Implementation of business and/or ERP solutions

Consistency in the costs of IT services (USA only)

Extension of mobility applications (Europe only)

Cloud computing

Identification and development of key skills

Reduce project lead times (Europe only)

Optimization of IT processes and development
of the use of best practices

Optimization of the financial and operational
planning of the IT department

Accelerated project results (USA only)

Leadership in innovation by means of new technologies

Improvement of customer and user relationship management

Rationalization of service costs (Europe only)

Network and IT security

64%

65%

65%

65%

66%

66%

66%

69%

69%

72%

61%

62%

51%

51%

52%

53%

58%

61%

24%

28%

24%

34%

28%
34%

41%

36%

36%
20%

10%
3%

30%

31%

32%

35%

34%

33%
20%

6%
2%

36%

50%
22%

14%
8%

4%
1%

35%
16%

10%
4%

1%

18%
8%

5%

31%

34%
12%

11%
9%

35%

30%
18%

9%
6%

1%

35%

17%
9%

7%
1%

29%

18%
10%

5%
1%

23%
17%

9%
8%

2%

22%
12%

2%

28%
20%

7%
1%

32%
29%

11%
22%

5%

9%

31%
27%

8%
9%

25%

12% 23%

27%

27%
24%

25%
16%

6%

25%
21%

13%
11%

8%
4%

27%
24%

15%
9%

CIO BAROMETER 2012
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Forty-nine percent of the companies surveyed believe that their maturity in terms of application and software management is average.

The level of visibility of the quality of strategic applications is good for 56% of the companies surveyed.

CompAny mAturity in tErmS of AppliCAtion And SoftwArE mAnAgEmEnt

viSibility of thE QuAlity of StrAtEgiC AppliCAtionS (EuropE only)

DNK

Not very mature: no dedicated processes or practices in place 

Mature: broadening and promoting the work
involved in the software portfolio (Europe only)

Mature: constant focus on the  reuse of
the software portfolio (USA only)

Moderately mature: partial implementation,
geared toward rationalizing the software portfolio 

49%

24%

21%

5%

0%

InsufficientAverageGood

56%

43%

1%

IT CHALLENgES AND PRIORITIES
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As was the case last year, budgetary constraints are ranked first by 53% of respondents, followed by IT innovation being perceived as difficult 
to control with uncertain results, cited by 42% of respondents The focus on the processing of requests and delivery of coherent solutions 
was also cited by 42% of companies surveyed.

As the IT department is still perceived as a cost center by general management, it is subject to serious budgetary constraints, on a par with 
the company's other support functions.

mAin problEmS limiting thE innovAtion lEAdErShip of thE it dEpArtmEnt

The company does not regard IT as a driver of innovation

Too much time and resources mobilized for
the handling of urgent incidents and problems

Lack of innovative technology skills

Focus on the processing of requests and delivery of coherent solutions

IT innovation perceived as hard to master  with uncertain results

Budget constraints 53%

42%

42%

33%

33%

25%

CIO BAROMETER 2012
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The strengthening of internal skills (ranked first in 2011) and the implementation of knowledge and information management solutions (ranked 
fourth in 2011) are in joint first place according to 64% of respondents. In eighth position last year, the industrialization of development and 
production procedures is in third position this year according to 63% of respondents. The implementation of business and/or ERP solutions 
(ranked fifth in 2011) and the optimization of procurement strategy (ninth position in 2011) are ranked equally at 62%.

mAin obJECtivES to improvE opErAtionAl pErformAnCE

In an effort to improve operational performance, the companies surveyed optimize the procurement function by involving the procurement 
department in projects (54% of respondents), developing procurement procedures (53%) and involving procurement in the purchasing of 
intellectual services (51%).

Contribution of thE proCurEmEnt funCtion

OPERATIONAL ExCELLENCE

ST Top 2 (5+4)

5 - High priority

4 - Priority

3 - Moderate priority

2 - Low priority

1 - Not a priority at all

Outsourcing of roles , applications, infrastructures

Use of ITIL principles and framework (US govt. only) 

Management and appropriation of applications
and software portfolio by other departments 

Development of partnerships with key suppliers

Management of the portfolio of requests and projects 

Definition and governance of the IT e�ciency plan

Optimization of procurement strategy

Implementation of business and/or ERP solutions

Industrialization of development and production procedures

Implementation of knowledge and information management solutions

Increasing level of  internal skills

60%

62%

62%

63%

64%

64%

60%

47%

53%

57%

58%

22%

25%

25%

27%

25%

27%

34%

34%
30%

22%
8%

5%

29%

22%

5%
8%

36%

25%
38%

21%

6%
9%

17%
14%

5%

37%
20%

12%
5%

31%
29%

24%
9%

5%

34%
23%

10%
6%

27%
31%

26%

4%
9%

32%
21%

15%
5%

5%

22%
31%

17%

25%
25%

14%
9%

DNK

Outsourcing of the procurement function to specialized third parties

Introduction of e-procurement tools

Portfolio rationalization and classification of service providers

Involvement of the procurement department in the purchasing of intellectual services

Development of procurement processes 

Involvement of the procurement department in projects 54%

53%

51%

45%

38%

29%

1%
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IT DEPARTMENTS AND HR CHALLENgES

With the increasing adoption of new technologies within businesses, IT departments have also further developed the competences of their 
teams. This is still a priority for 38% of respondents, but comes in second position after managing skills and careers (42%). The emergence of 
new skills within the IT department remains in third position (35%), on a par with the diversity of the profiles sought.

Improving communication between the IT department and the business remains the main priority, cited by 57% of respondents (compared 
to 86% in 2011). The IT department’s participation in business decision-making cycles is ranked second with 50% (compared to 65% in 2011, 
in fourth place), to the detriment of improving the visibility of the services provided, their performance and the associated costs, which falls 
to third in the ranking with 45% (compared to 69% in 2011, in second place).

hr ChAllEngES for thE it dEpArtmEnt

ACtionS undErtAkEn to improvE thE rElAtionShip bEtwEEn thE it dEpArtmEnt 
And thE buSinESS

DNK

Lack of formal training or career plan (USA only)

Lack of attractiveness of the IT function within the business

Increasing scarcity of traditional skills

Management of multicultural teams

Turnover

Internationalization of the profiles sought

Aging population

Diversity of the profiles sought

Emergence of new functions within the IT department

Improved skills related to  new technologies

Skills and career management 42%

38%

35%

35%

33%

31%

30%

30%

30%

25%

14%

1%

Setting up of contractual relationships with other departments

Shared management and evaluation of
software applications with other departments

Creation of roles  and processes to interface with other departments 

Development of dual business/
technical competences for IT sta�

Creation of joint IT/business teams

Improving the visibility of the services provided,
their performance and associated costs

IT department participation in business decision-making processes of other departments
(setting priorities building up portfolios, defining versions)

Improving communication between the
IT department and other departments

57%

50%

45%

43%

41%

41%

32%

29%

CIO BAROMETER 2012
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Fifty-two percent of those surveyed claim that their investments will remain stable. Forty-two percent maintain they will increase and only 
5% claim that they will decrease. There are thus very few cases of a decrease in IT investment, while budgetary constraints are seen as an 
obstacle to innovation for IT departments.

Cited by 54% of respondents, the optimization of the annual budgeting process is the number one expectation, followed by the ability to 
take into account or mediate changes during the year (51%). Finally, the expansion and taking into account of all IT contributory costs comes 
third (48%).

IT BUDgET 

invEStmEnt trEndS in 2012

ExpECtAtionS rEgArding Evolution of thE CompAny'S budgEtAry proCESSES 

Stable
52%

Falling
5%

DNK
1%

Rising
42%

DNK

Impact of an XaaS delivery/support mechanism (US govt. only)

Mediation mechanism for project portfolios and application maintenance

Development of an ABC cost classification or similar

Alignment of mediation processes with strategic and/or business objectives

Expansion and taking into account of all IT-related costs

Ability to take into account or mediate changes during the year

Optimization of the annual budgetary process (USA only) 54%

51%

48%

42%

31%

28%

14%

1%



29

The costliest elements of last year's budget were projects, IT production costs and licenses. At 43%, 40% and 33%, respectively, they 
mark a change since 2011, when networks and telecoms, projects and licenses were in the lead. The strong rise of IT production costs, in 
eighth and last position in 2011, is worth noting. however, ongoing maintenance (30%), telecom networks (30%), outsourced services 
(29%) and deployment and support costs (28%) are not far behind.

CoStliESt ElEmEntS of lASt yEAr'S budgEt

prioritiES for optimizing it CoStS in thE yEAr AhEAd

Employees' salary (USA only)

Corrective and regulatory maintenance

Deployment and support costs

Outsourced services

Networks and telecoms costs 

Ongoing maintenance 

Licenses

IT production costs

Projects 43%

40%

33%

30%

30%

29%

28%

20%

17%

ST Top 2 (5+4)

5 - High priority

4 - Priority

3 - Moderate priority

2 - Low priority

1 - Not a priority at all

Implementation of an ABC cost-management model

Increased use of outsourcing

Industrialization of developmental engineering  

Management of the portfolio of requests and projects

IT production industrialization
and rationalization of infrastructure

Reduction in lead times for implementation

Reduction in the maintenance cost of applications
and rationalization of applications and software

Improvement in productivity and e�ciency

62%

63%

65%

69%

70%

48%

48%

59%

19%

22%

34%

39%

31%

17%

7%
4%

36%
17%

5%
8%

31%

34%

26%

21%

8%

4%

37%

8%

5%

24%

38%

22%
9%

32%

27%

5%

23%

5%

11%

28%

20%

26%

12%

9%

29%

28%

16%

5%

As in 2011, improvements in productivity and efficiency come first, cited by 70% of respondents (compared to 76% in 2011). This is once again 
a priority for optimizing IT costs. The reduction in the maintenance cost of applications and the rationalization of applications and software 
amounts to 69% (compared to 66% in 2011) and thus stays in second place. Finally, the improvement in delivery times remains in third place 
in the ranking, with 65% (compared to 56% in 2011).

CIO BAROMETER 2012
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The evolution of the ratio of project budget to the maintenance and operating budget is stable for 61% of companies surveyed.

Evolution of thE ShArE of thE budgEt AlloCAtEd to proJECtS in rElAtion to thE budgEt 
for mAintEnAnCE And opErAtion

Stable

61%

Falling

6%

Rising

33%

IT BUDgET 
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In the sample as a whole, outsourcing has a positive impact on all domains. however, it is slightly more significant in terms of project 
efficiency, cited by 55% of respondents in Europe and 63% in the uSA in this area.

impACt of outSourCEd ACtivitiES on thE following domAinS

Seventy-three percent of the IT departments surveyed outsource at least 25% of their IT activities. This percentage must be compared with 
that of 2011, which amounted to 30% of those surveyed. Only 28% currently outsource less than 25% of their activities.

CurrEnt or ExpECtEd pErCEntAgE of it ACtivitiES outSourCEd

OUTSOURCINg, gOVERNANCE AND SUSTAINABLE DEVELOPMENT 

Improved quality
of services

Cost
reduction

Innovation
development

Project
efficiency

59%

28%

11%

2%

30% 30%

14%

2%

27%

17%
15%

1% 1%

55% 55% 54%

Positive

No impact

Negative

Do not know

Less than 25%

28%

More than  50%

16%

Between 25 to 50%

57%

CIO BAROMETER 2012
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Fifty percent of the CIOs surveyed consider the visibility of outsourced activities to be equal to that of internal activities (compared to 44% 
in 2011). Twenty-three percent consider it worse, compared to 44% in 2011. Finally, 26% consider it better compared to just 16% last year.

The alignment of IT with the company's strategy is a priority objective for the company in terms of IT governance for 70% of the companies 
surveyed (compared to 85% in 2011). The quality of the services provided to users at a reasonable cost is cited by 68% of respondents 
(compared to 76% in 2011). Finally, the alignment of the IT organization with best practices comes fifth with 65% (compared to 71% in 2011) 
and is replaced by risk management and the management of the project portfolio, ranked joint third with 67%.

viSibility of outSourCEd ACtivitiES CompArEd to intErnAl ACtivitiES

CompAny’S obJECtivES in tErmS of it govErnAnCE

Less
23%

DNK
1%

Great
26%

Equal
50%

ST Top 2 (5+4)

5 - High priority

4 - Priority

3 - Moderate priority

2 - Low priority

1 - Not a priority at all

Management of the software applications portfolio

Agility in terms of responding to needs ot other departments 

Innovation to enhance the value of the line of business 

Cost assessment and internal and external comparison

Alignment of the IT organization
with best practices/continuous improvement

Management of the project portfolio

Risk management

Quality of the services provided to users at a controlled cost

Alignment of IT with the company's strategy

65%

65%

67%

67%

68%

70%

61%

64%

64%

26%

20%

34%

34%
36%

17%

8%
5%

34%

20%

3%

8%

35%
31%

30%

19%

9%
4%

38%

8%
4%

33%
33%

23%
6%

4%

30%

35%
21%

9%

18%

28%

4%

37%

4%
12%

27%

37%

4%

23%
7%

35%
22%

11%

3%

OUTSOURCINg, gOVERNANCE AND SUSTAINABLE DEVELOPMENT 
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For 66% of respondents, the IT department reports directly to general management (compared to 64% in 2011). For 19%, it reports to the 
finance department (compared to 16% in 2011). Finally, for 11%, it reports to an operational department (compared to 8% last year).

poSition of it within thE CompAny

Cio pArtiCipAtion in dECiSion-mAking bodiES

In 2011, 66% of CIOs surveyed stated that they were members of the company's decision-making bodies. In 2012, this figure reaches 84%. 
CIOs are thus increasingly involved in steering the company as it faces business challenges.

Reporting to the finance department
19%

Reporting to an operational department 
11%

Reporting to another department
3%

Reporting to top management
66%

No

14%

DNK

2%

Yes

84%
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Respondents in the uSA show that IT managers are not only involved in executive decisions related to IT investments but are also very 
involved  in strategic decisions of the organization and to a lesser extent in financial budgeting for all company divisions. 

IT departments increasingly ensure that their activity is consistent with the priorities of environmental protection. For 57% of respondents, 
the main aspect of this is reducing energy consumption (compared to 81% in 2011, in second place). This is the number one action planned 
to make IT more environmentally friendly. The second is the replacement of PCs and IT components with 52% (compared to 77% in 2011, in 
third position). Print reduction is cited by 50% of respondents this year, ranked third (compared to 90% in 2011, in first position).

involvEmEnt in ExECutivE dECiSionS (uSA only)

plAnnEd ACtionS to mAkE it morE EnvironmEntAlly friEndly

OUTSOURCINg, gOVERNANCE AND SUSTAINABLE DEVELOPMENT

Financial budgeting for all company divisions 

IT involvement in strategic decisions

Large investments in IT and programs 82%

70%

65%

Others

DNK

 Introduction of green buildings

Assessment and reduction of carbon footprint

Development of virtuous practices (governance and steering)
by integrating environmental criteria

Project evaluation in terms of sustainable development

Selection of environmentally conscious suppliers

Print reduction

PC and IT component replacement
 as part of recycling programs

Reduction of energy consumption 57%

52%

50%

43%

40%

39%

39%

29%

1%

1%

20%

17%
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ExTENDINg ENTERPRISE 
INNOVATION CAPABILITY 
Competitive pressure and customer expectations are the main external drivers of digital transformation. Business leaders are embracing 
technology to reinforce the customer experience, transform distribution channels and eliminate unnecessary internal costs. Customer- 
centric IT departments enable their businesses to extend their innovation capability, in cooperation with and to the benefit of their external 
customers and their partners.
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Deputy CIO - Air france klm
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frédériC ChArlES 
hEAD OF STRATEgy AND gOvERNANCE, IT,
lyonnAiSE dES EAux - SuEz EnvironnEmEnt

"informAtion technoloGy hAs 
become A chAin of commAnd thAt 
cAnnot be circumvented."
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to Support thE growth of itS linES of buSinESS, thE it dEpArtmEnt of 
lyonnAiSE dES EAux hAS SEEn itS AppliCAtion bASE doublE in SizE in thE 
pASt 15 yEArS. to ContinuE to innovAtE, itS hEAd of StrAtEgy fAvorS 
liStEning CloSEly to rEQuirEmEntS from thE fiEld And A CErtAin Amount 
of riSk tAking.

in whAt ContExt hAS lyonnAiSE 
dES EAux bEEn opErAting 
rECEntly?

The current developments in the economic 
climate don’t have an immediate negative 
impact on us, as much of our work is done 
on behalf of public services. Public service 
contracts, which can have durations of 10 
years, are good for smoothing our level 
of activity. On the other hand, what does 
have an impact on us are the structural 
changes in the water industry: lower 
volumes and thus lower margins, and a 
shift from complete outsourcing by the 
public services to providing the same 
range of services but across a narrower 
scope (only part of the network, a factory, 
maintenance, customer relationship 
management, etc.).

whAt hAvE thE ConSEQuEnCES 
bEEn for thE ACtivitiES of thE it 
dEpArtmEnt?

The shift from a position of almost complete 
outsourcing to that of a service provider, 
in a gradual manner while trying to boost 
competitiveness, is highly disruptive for 
information systems. They need to be 
increasingly personalized and capable 
of delivering locally, while at the same 
time maintaining economies of scale at a 
global level. In addition to lower volumes 
(due to water saving and relocation of 
major clients), customers are also putting 
pressure on prices, which has pushed 
us to develop innovative services as a 
basis for differentiation — for example, 
management in real time in factories, 
environmental protection, remote 
metering and leak reduction, thanks to 

in motion, but rather to create a direct 
relationship with the client as of the moment 
the solution has been imagined, in order 
to understand the impact for the IS and 
be able to adapt it prior to delivering the 
service. A key factor is the time that can 
be saved, which can be up to four or five 
months — which can often be decisive.

This ability to identify and anticipate trends 
also requires a shift in mind-set within the 
IT department. Although all our methods 
and data structures are designed to prevent 
us from failing, we’re convinced that we 
have to carry out much more testing, and 
accept the risks thereof while limiting 
their potential extent. Innovation is born 
of the lessons learned from errors and 
experimentation. That’s why we integrate 
into our ecosystem start-ups that have this 
culture, and with which we don’t hesitate 
to work to develop ideas that might, once 
industrialized, become the tools we’ll be 
using tomorrow.

smart meters. Market expectations in 
terms of sustainable development are a 
prime source of inspiration and innovation. 
however, we also have to closely monitor 
performance, for example by optimizing 
our technical support operations in the 
field (preparation, route optimization, etc.).

whAt EffECt did thiS hAvE on 
thE poSition of thE informAtion 
SyStEm within thE CompAny?

The natural expansion of the scope 
of IT in the 2000s (mobility and the 
Internet) and the structural changes in the 
industry in the past few years (services 
and intelligent networks) have shifted 
the information system away from only 
invoicing, accounting and hR, and driven it 
to develop systems to support the line of 
business. The most recent developments 
related to our networks, the equipping of 
3,000 support technicians, our Internet 
presence toward the public at large or 
extranets linked to local authorities — all 
of these are very strategic areas for the  
business in which mastery of the IS is 
essential. And although the weight of IT 
remains relatively modest in the utilities 
sector compared to banking, for example 
(one third), IT has gained in importance, 
making it a chain of command that cannot 
be circumvented.

whAt ArE thE nExt ChAllEngES 
fACing thE it dEpArtmEnt? 

given the acceleration in business cycles, 
IT has to listen to both clients and people 
in the field, and get involved farther 
upstream. For instance, not waiting for 
the contract to be signed to set things 

tEStimoniAlS
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"over one-third of chief 
informAtion officers eXpect their 
role to chAnGe over the neXt 
three yeArs."

nilS olAyA fonStAd 
ASSOCIATE DIRECTOR, inSEAd 
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nilS olAyA fonStAd, ASSoCiAtE dirECtor of inSEAd’S ElAb, ExplAinS thE 
findingS of hiS rECEnt SurvEy of 188 ChiEf informAtion offiCErS in SEvEn 
EuropEAn CountriES. hE highlightS thE thrEE wAyS CioS ContributE to 
growth in todAy’S unCErtAin EConomiC EnvironmEnt by StrEngthEning 
tEChnology, buSinESS proCESSES And thE CuStomEr ExpEriEnCE. 

whAt motivAtEd you to CArry out 
thE SurvEy? 

I was struck by how many people still 
believe that the value of CIOs is limited 
to making sure companies have access 
to email and Internet. These are vital for 
businesses. however, organizations should 
demand more from IT and support IT 
accordingly. Otherwise, they are losing out 
on opportunities to thrive. We wanted to 
raise awareness of how CIOs and their IT 
groups are enhancing the competitiveness 
of companies by improving operations and 
driving innovation. 

whAt ArE thE kEy findingS of thE 
SurvEy?

We found that the CIOs adding most value 
to their businesses are focused on three 
sources of profitable growth: technology, 
business processes and innovation. Some 
are more focused on one source of value 
than another. Technology-driven CIOs ensure 
the right systems are in place to support the 
operating model; business-process driven 
CIOs help other leaders design and improve 
the way organizations operate; and client-
driven CIOs extend their organization’s 
capacity to innovate with and for external 
customers and partners. There is no single 
type of CIO that is better than another, 
but companies must be clear about who 
is responsible for using IT to tap into each 
source of value. If a company decides the 
IT department should be responsible for 
all three sources of value, then that will 
significantly impact the type of CIO and 
technology department the organization has. 

ArE thErE othEr lESSonS for 
CompAniES?

Organizations that expect limited value 
from their CIOs are probably wasting 
money on IT. We hope our survey will inspire 
organizations to demand more from their 
IT departments. Effective CIOs support 
other business leaders in their efforts to 
get the most from technology. That means 
making sure business leaders take more 
responsibility for prioritizing projects and 
managing costs. A good CIO makes sure 
costs are transparent so that the business 
can make the tough choices. Traditionally, 
the IT department made those decisions 
and it often made the wrong choice. There 
were way too many projects going through 
a narrow pipeline.

Typically, a CIO focuses on one or two sources 
of business performance. Daniel Lebeau, 
the CIO-designate of pharmaceuticals 
group glaxoSmithkline, is one example of 
a business-process driven CIO. he helped 
boost revenue at the group’s vaccine 
subsidiary, gSk Biologicals, by cutting 
applications and reducing the number of 
operating systems. his small team of 100 
staff acted as an elite team of internal 
business consultants. It’s harder to find 
client-driven CIOs, but one good example 
would be Oliver Bussman, CIO of SAP. he 
has turned the IT department into SAP’s 
best customer. In this way, SAP learns how 
to improve its products and services. Clients 
can also talk to the IT department about 
the best ways to manage new software. 
The IT department doesn’t sell products, 
but it offers a fantastic opportunity to 
strengthen relations with customers.

Interestingly, the strategic role of IT-enabled 
leaders is very dynamic. Just over one third 
of the CIOs surveyed expect their role to 
change over the next three years into a 
different type of CIO. Business heads must 
make sure the CIOs have the right skills for 
the roles they expect CIOs to play.

tEStimoniAlS
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"We consider innovAtion to be 
criticAl. We hAve to mAnAGe And 
reduce our costs to stAy in the 
GAme."

ShAron giEtl 
CIO, thE doE run CompAny
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ShAron giEtl, viCE prESidEnt of informAtion tEChnology And ChiEf 
informAtion offiCEr of thE doE run CompAny, ExplAinS how onE of thE 
world’S lArgESt intEgrAtEd lEAd produCErS iS AdApting to thE nEw 
EConomiC And EnvironmEntAl rEAlitiES fACing thE mining induStry. ShE 
AlSo rEvEAlS how to mAkE AlrEAdy lEAn buSinESSES morE EffiCiEnt.

how iS your dEpArtmEnt hElping 
thE buSinESS grow? 

We have a small IT department of around 25 
people supporting our organization’s 1,550 
employees. There is a lot of pressure on 
costs, and we have to operate as leanly as 
possible. We are committed to operating in 
a sustainable manner, meaning we consider 
our social, economic and environmental 
responsibilities in decision making. That 
means using our resources efficiently to 
recover as much mineral as possible in 
order to return value to shareholders, our 
employees and communities. Data and 
information systems go a long way toward 
improving efficiency.

For example, our company is nearly 150 
years old, and we have been mining in the 
current district for more than 40 years. During 
that time we have acquired other mining 
groups with different ways of collecting 
and managing geological data. In order to 
fully capitalize on the value of this data, we 
have employed a new database system that 
will provide easy access to the geological 
records. We expect this to be completed 
by the end of the year. This tool will allow 
our geologists to make better-informed 
decisions in relation to exploration and 
mineral extraction, leading to greater 
efficiencies that ultimately contribute to 
business growth and improved profitability. 

whAt impACt hAS innovAtion hAd 
on thE CompAny?

We have created an enterprise-wide project 
management program that covers between 
30 and 40 strategic projects. A strategic 
project is a project that costs more than 
half-a-million dollars or one that will have 
an impact across the organization. In 
addition, we are working on approximately 
100 smaller projects. This program has had 
a significant impact. 100% of Doe Run’s 
initiatives met their business objectives in 
2011 compared to just 57% in 2007 before 
we had the program in place. Delivering 
projects as promised has helped make 
the business more efficient. It now takes 
less than 30 days to get approval to fund 
new projects when previously it took an 
average of 98 days.

how importAnt iS tEChnologiCAl 
innovAtion for your CompAny? 

We consider innovation to be critical. We 
have to manage and reduce our costs just 
to stay in the game in the mining industry. 
At the same time, we need to meet 
environmental and societal expectations. 
Information and data help us in all these 
areas. We are looking at ways to use new 
technology to extract more metal from 
the ore, which will help extend the life 
of the mines and make better use of the 
minerals in our care. 

Another project focuses on how to 
better maintain and manage our fleet 
of 70 underground vehicles and other 
mobile equipment, including huge dump 
trucks that cost hundreds of thousands 
of dollars. More predictive maintenance 
of this equipment will help us reduce the 
cost of breakdowns. The challenge for us 
is that satellite and mobile networks do 
not work 1,200 feet underground, so we 
are exploring monitoring the equipment 
through wireless communications nodes 
that will gather information such as tire 
pressure or engine temperature. Today, 
we can monitor 20 pieces of mobile 
equipment, and we expect the remaining 
50 to be added to the system early next 
year. We should have a payback on this 
investment in less than two years.

tEStimoniAlS
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"We hAve to decide WhAt needs 
to be chAnGed Quickly And WhAt 
pArts of the business cAn be 
left Alone."

tom hAlbouty 
CIO, pionEEr nAturAl rESourCES CompAny
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SinCE Joining pionEEr nAturAl rESourCES ovEr A dECAdE Ago, ChiEf 
informAtion offiCEr tom hAlbouty hAS AdAptEd thE oil And gAS group’S 
infrAStruCturE to itS vErtiCAl intEgrAtion. todAy, hE ExplAinS how 
tEChnology CAn hElp thE tExAS-bASEd CompAny SEizE opportunitiES in An 
unCErtAin EConomiC EnvironmEnt.

whAt hAS ContributEd to your 
CompAny’S growth? 

Pioneer has enjoyed strong growth and 
has focused on a vertical integration of 
the business as it has expanded through 
acquisitions. We have been insourcing 
when most of the industry has been 
outsourcing. For example, most upstream 
energy companies outsource their drilling 
activities while we have acquired drilling 
rigs. We recently acquired a u.S. industrial 
sands business that will support the drilling 
activity and help control costs by securing 
sand at below-market prices.

We handle around 40% of the business 
ourselves while we outsource or acquire 
the remaining activities. Insourcing gives 
us deeper knowledge of our activities and 
that helps us negotiate better deals with 
our suppliers. We negotiate as scientists, 
engineers or financial experts with substantial 
knowledge of details, and that gives us a 
competitive advantage. Companies that 
hand over the reins to third parties are 
particularly at risk because they lose that 
advantage.

whAt ArE your biggESt 
ChAllEngES?

The world is changing dramatically and 
I think we will see even more significant 
changes in the next five years. Economic 
power is shifting from the West to the 
East, and many countries are failing to 
address fears over their sovereign debt. 
CIOs have to face this uncertain outlook 
and balance the need for innovation with a 
steady state. We have to decide what needs 
to be changed quickly and what parts of 
the business can be left alone. We must 
provide guidance to the organization. Today, 
companies have to act fast to capitalize 
on opportunities. yet in reality, acting fast 
can lead companies to make the wrong 
choices. The solution is to offer people 
well-orchestrated information pathways 
rather than drowning them in information. 
So for example, we can use technology in 
our vertically integrated structure to identify 
areas of volatile or worsening performance. 
I see my role as helping people get rid of 
the distractions so that they can achieve 
better focus. That way they can identify 
the best time to execute.

how do you promotE innovAtion? 

Innovation is important because it 
rejuvenates and simplifies organizations. 
We have created a fund that invests in 
technological innovation. The idea might 
come from an employee and can use 
technology available in the market or 
could involve our own patents, devices or 
techniques. It might involve an innovative 
way of processing oil and gas or ways to 
improve decision making. The fund allows 
additional resources to be allocated to 
project managers and outside consultants 
so that the innovation does not act as a 
distraction from a business unit’s core 
targets and activities.

whErE will you foCuS rESourCES 
ovEr thE nExt fivE yEArS?

We are focusing on providing flexibility so 
that our company can seize opportunities 
fast when there are changes in the economic 
marketplace. We provide the capacity to 
evaluate opportunities and to look at the 
long-term profitability and short-term 
returns.

tEStimoniAlS
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JEAn-ChriStophE 
lAlAnnE 
DEPuTy CIO, Air frAnCE klm

"our Architecture choices At 
the time of the merGer enAbled 
us to respond to the current 
chAllenGes."
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JEAn-ChriStophE 
lAlAnnE 
DEPuTy CIO, Air frAnCE klm

in A diffiCult pEriod for thE group, thE it dEpArtmEnt At Air frAnCE klm 
iS SCAling bACk dESpitE thE ChAllEngES poSEd by thE digitAl rEvolution 
And thE nECESSAry trAnSformAtion of itS SErviCE offEring. A pArAdox 
thAt todAy iS puShing thE dEpArtmEnt to SEEk morE flExibility whilE At 
thE SAmE timE Confirming thE wiSdom of itS pASt dECiSionS.

whAt iS thE CurrEnt SituAtion 
for both thE group And itS it 
dEpArtmEnt?

We’re going through a tough time, and 
we’re in the process of downsizing by 
roughly 15% between now and 2014. It’s 
all about doing less with less. In addition 
to the necessary cost reduction, this trend 
is also linked to the end of the major 
programs set in motion after the merger: 
a new revenue management system, 
finance and accounting systems, sales 
support tools, e-services and the shared 
passenger platform Amadeus, onto which 
we migrated several applications (related 
to management of reservations, bookings 
and ticketing). The last projects of this 
scale will be delivered in the coming 18 
months. 

doES thAt mEAn lESS innovAtion?

Innovation will no longer be in the context 
of the major programs that are now 
drawing to an end, but we are continuing 
to innovate in the area of decision-support 
tools, which in times of crisis enable us 
to anticipate traffic volumes, capacity 
loading of aircraft, customer behavior in 
function of the travel class reserved, etc. In 
addition, for us it’s important to respond 
to the challenges posed by the increasing 
digitalization of demand: by 2015 more 
than 30% of our revenue will be generated 
via the Internet. It’s not only about sales, 
but also the end-to-end transformation 
of the customer relationship, with major 
challenges in terms of e-business, e-service 
and personalized CRM with social networks 
and mobile devices. 

whAt’S thE kEy to mAnAging 
thE pArAdox you’rE CurrEntly 
dEAling with? 

I think it was our ability, at the time of 
the merger, to design an overhaul of 
our applications, when we opted for 
integration on the basis of a service- 
oriented architecture (SOA). It was that 
choice that gives us the possibility today 
to add options to our basic offering 
centered on pure and simple transport, by 
rapidly developing good new services at 
a reasonable cost. The proper integration 
of the separate back-end systems — for 
managing services such as reservations 
and bookings — and the new application 
layer was crucial, given that the testing 
and production processes, as well as the 
pace of development and budgets, have 
nothing in common. Failing to anticipate 
this would have been very costly in terms 
of time and energy wasted.

how will you fACE thESE 
ChAllEngES whilE your budgEt iS 
bEing Cut?

Part of our resources are still being deployed 
in our larger projects, but we can still 
exploit the synergies existing between the 
Air France and kLM information systems. 
We’re expecting a lot from the deepening 
of the cooperation between IT and the 
business, which has already resulted in 
some great successes (self-service boarding, 
tickets on mobile devices with 2D barcode, 
boarding cards on mobile devices, etc.) 
but which now has to shift to a relationship 
between equals. We also need to further 
develop our supplier relationships. For 
the smaller and shorter projects we’ll run 
in future, we need to be able to mobilize 
competences and business know-how 
at any time, and commit to handling the 
volumes needed. Lastly, we’ll also free 
up time and resources by outsourcing 
certain activities. Managing the life cycle 
of solutions, combined with virtualization, 
should thus enable us to reduce the TCO 
of workstations by 30%.

tEStimoniAlS
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"innovAtion Also meAns beinG 
Able to continuously AdApt our 
competencies… "

piErrE niox-ChâtEAu 
CIO, JCdECAux
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At JCdECAux (world lEAdEr in outdoor AdvErtiSing with €2.4 billion 
of rEvEnuE And ACtivE in morE thAn 50 CountriES), in Addition to itS 
rolE in dirECting ACtivitiES, thE it dEpArtmEnt iS Supporting thE group’S 
StrAtEgiC rEoriEntAtion towArd dEvEloping digitAl SErviCES for 
ConSumErS, CitiES, publiC SErviCES And loCAl CollECtivES.  thiS Shift 
iS AbovE All A pEoplE ChAllEngE. 

how iS thE it dEpArtmEnt 
Supporting thE group in 
implEmEnting itS nEw StrAtEgy?

In addition to our traditional tasks such 
as running the information systems that 
support our advertising space sales, 
logistics and finance activities, we’ve 
also become integrators in charge of the 
design and production of digital systems 
for consumers and users. For example, we 
develop systems that enable interaction 
with our advertising displays as well as 
touch screens on which we run an entire 
suite of applications. We also deploy display 
systems that provide information of public 
interest or drawn from social networks. This 
activity is firmly focused on advertisers 
and cities, and is run in close cooperation 
with our marketing and engineering teams; 
it’s booking strong growth and already 
represents 25% of our business.

And whAt hAS thE ConCrEtE 
impACt of thiS bEEn on your 
ACtivity?

The main impact has been on lead times. 
Currently we have to deliver most internal 
applications in less than six months, or 
even in only several weeks in the case of 
applications for the general public. It often 
happens nowadays that we have to “do” in 
the same amount of time we used to have 
to “design.” This acceleration implies that 
we have to reorganize ourselves, reinforce 
our competences, break with tradition, 
and question our old ways of working. 
Agile methods make a large contribution 
in this respect.

how do you intEgrAtE thESE nEw 
tEChnologiES? 

For the digital services we develop for 
consumers and the public at large, we 
integrate technologies with a broad 
implementation base (Android, NFC, image 
recognition, etc.) and try to transform them 
into industrial solutions.

In addition, we also make opportunistic 
use of cloud computing, but for reasons of 
critical mass, cost and flexibility, we think 
we’ll still have to wait before making these 
practices widespread. 

And lastly, on the subject of collaborative 
working, our internal social network 
implemented in early 2011 met with strong 
uptake (more than 3,000 users and several 
hundred posts per week). It enables us to 
improve sharing, increase our efficiency 
and to move toward decreasing the volume 
of emails, whose circulation en masse is 
often to the detriment of our collective 
performance.

whAt do you think iS thE mAin 
ChAllEngE?

Faced with this acceleration, the old processes 
that safeguarded our business are no 
longer adequate. you could almost speak 
of a “de-standardization” of IT processes. 
here too we have to innovate to be able 
to continuously develop our competences.

It’s no longer just a question of mastering a 
given technology or development method, 
it’s also about being able to be fast from 
the very start, being capable of advancing 
in stages without necessarily mastering 
the entire process at once, to be able 
to manipulate numerous technologies 
with agility and switch easily from one 
environment to another, from one business 
context to another … All this in turn requires 
giving serious consideration to training, 
career management, recruitment methods, 
and creating an environment capable of 
attracting and nurturing young talent. These 
issues are currently the focus of a program 
designed to support the transformation of 
our competencies to adapt them to these 
new realities.

doES thiS Evolution AlSo hAvE 
An impACt on your rElAtionShipS 
with SErviCE providErS? 

Absolutely. It has led us to question the 
relevance of developments on the basis of 
hourly rates, and to prefer service providers 
that are experts in agile development 
methods. It also transforms our relationships 
with specialists in IT outsourcing, since end-
to-end involvement becomes very complex 
to implement in an environment in which 
“incubation” phases are increasingly frequent. 

tEStimoniAlS
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dAnilo tAlAmo 
INFORMATION TEChNOLOgy DIRECTOR,                                       
JohnSon & JohnSon mEdiCAl S.p.A. 

"risk is An opportunity."
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A globAl lEAdEr in thE fiEld of mEdiCAl dEviCES And diAgnoStiCS, 
J & J mEdiCAl rEliES on An it StrAtEgy Strongly foCuSEd on innovAtion, 
StrEAmlining proCESSES And Simplifying opErAtionS, And iS ConStAntly 
SEArChing for innovAtivE SolutionS for both intErnAl uSErS And 
CuStomErS And/or ExtErnAl StAkEholdErS.

how iS thE it dEpArtmEnt hElping 
thE CompAny rEturn to growth? 

In the macroeconomic context of crisis we 
are currently experiencing, the contribution 
of the IT department is essential in 
two ways: streamlining processes and 
innovation. The rationalization and 
linearization of processes is a prerequisite 
for all companies wishing to streamline 
their procedures, maximize the efficiency 
of their operations and simplify the user 
experience of their information systems. 
This innovation-focused approach is 
also essential both for process redesign 
and to support business growth. The IT 
strategy cannot ignore the constant search 
for innovative solutions for our internal 
users and for creating added value (via 
e-capabilities, healthcare management 
solutions, etc.) for our customers and/
or external stakeholders.

whAt ArE thE prioritiES for thE 
it dEpArtmEnt in thiS timE of 
Continuing EConomiC And mArkEt 
turbulEnCE?

In my opinion, there are four priorities 
for an IT department in times like this. 
First, to make sure we have our ear firmly 
to the ground and are able to react to 
the needs of the market, customers and 
business partners to provide wherever 
possible, and even anticipate, the right 
solutions, shifting from a service model 
to a business relationship model. Second, 
innovation, which although it sometimes 
involves taking a certain amount of risk, 
represents a real opportunity and a critical 
element of value creation and support for 
growth. Third, simplification of the user 
experience of the information systems 
which, although often forgotten, is critical 
for IT systems to be constantly reliable 
and responsive. Last, the efficiency and 
standardization of solutions in order to 
reduce the total cost of ownership (TCO).

in thE wAkE of thE CriSiS, thE 
mAin buSinESS proCESSES (r&d, 
produCtion, mArkEting, SAlES, 
EtC.) hAvE rEAlly ACCElErAtEd. 
how hAvE you ExpEriEnCEd thiS 
ChAngE?

This acceleration implies the need to 
design and implement solutions that take 
into account increasingly demanding 
performance requirements and urgency 
to provide information. The timing of 
such dynamism means that we must be 
ready at any moment to react to changes 
in context or organization. This often 
leads to difficulties for IT related to the 
typical challenges that departments like 
ours face, namely maintaining the highest 
level of data security compliance and 
software quality.

whAt rolE do nEw tEChnologiES 
plAy in your StrAtEgy?

New technologies (such as biometrics, 
digital marketing, mobility, etc.) are an 
essential part of Johnson & Johnson’s 
group IT strategy. This is divided into 
several strands, some of which fall into 
the area of new technology. The EMEA IT 
team has set up a resource group, which 
I am part of, made up of colleagues from 
various countries who consistently give 
up part of their time to concentrate on 
innovation. unsurprisingly, the group is 
called "Innovation Ninjas."

tEStimoniAlS
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FRANK BAITMAN
CIO - uS department of health and human Services

AHMED BENNOUR
CIO - ArEvA 

KLAUS gLATz
CIO - Andritz

CARLOS gONCALVES
CIO - Société générale Cib 

PIERRE gRESSIER
global CIO - 3 Suisses

CHRISTIAN MEzLER-ANDELBERg
Executive Director of Information Management - magna Steyr

DOMINIQUE PENNELIER
CIO - CACEIS

PIETER SCHOEHUIJS
CIO - Azkonobel

CHUCK SCULLY
CIO - renown health

IMPROVINg THE 
FUNCTIONINg 
OF THE BUSINESS
CIOs can and must enable businesses to handle and take advantage of the increasingly large volume of information on their customers. This 
data represents an opportunity for businesses that can make use of it to better respond to expectations, improve operational efficiency, drive 
innovation and create competitive advantage. The key success factor is the right strategy for managing complex data. 
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frAnk bAitmAn 
CIO, u.S. dEpArtmEnt of hEAlth And humAn SErviCES

"our role is not Just to find 
cost sAvinGs. We must Also seek 
WAys to shAre informAtion more 
effectively."
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frAnk bAitmAn, thE nEwly AppointEd ChiEf informAtion offiCEr of thE 
u.S. dEpArtmEnt of hEAlth And humAn SErviCES, SitS At thE hEArt of 
hEAlthCArE rEformS. hE ExplAinS hiS plAnS to mAximizE thE dEpArtmEnt’S 
$7 billion tEChnology budgEt with ConSolidAtion, bEttEr govErnAnCE 
And SmArt thinking. 

how iS your dEpArtmEnt 
orgAnizEd? 

The Department of health and human 
Services spans a number of operating 
divisions including Medicare, the nation’s 
largest health insurer, the Food and Drug 
Administration, and agencies operating in 
research, funding and public health. The 
department is now seeking to coordinate 
policy across the different divisions and 
ensure some degree of consistency. As 
part of that drive, we will have a full-
service information department later 
this year so that all technology can be 
coordinated centrally, consolidating 
areas including security, telecoms, IT 
development, operations and maintenance. 
We firmly believe consolidation will allow 
us opportunities to find savings across the 
departments, frequently with the use of 
new technology.

whAt ArE thE mAin ChAllEngES 
you fACE?

It’s very difficult to look for shared 
services in an organization that runs many 
independent missions. We need to build 
an understanding within departments 
that sharing purchases will allow them 
to get technological tools for less cost. 
Departments have tried shared services 
before, but the customer service was 
poor. I want to make sure that people 
are confident they will get the customer 
service they need when they give up 
control of some technologies.

In order to implement shared services, 
we need to get a better understanding 
of what we are buying right now. For 
example, we don’t know how many 
licenses of particular products we have 
across the departments. We need to begin 
capturing that information to get a better 
overall picture.

governance is another challenge, and we 
are addressing that by creating a new 
governance structure that will help us 
identify areas where we can cooperate 
with other parts of the organization. 
We now have an IT steering group that 
will meet with three domains across 
the organization (administration and 
management, health and human services, 
and science and research) to consider 
systems and tools we can implement. The 
only way for new ideas to be successful 
is for IT and business leaders to agree to 
put resources into new ideas.

whAt ChAngES do you ExpECt to 
mAkE?

I am looking at the low-hanging fruit that 
we can tackle straight away. For example, 
we are looking at higher quality and less 
expensive ways of videoconferencing as 
well as at voice over IP. We have analyzed 
what it would save to consolidate our 
human resources systems and are looking 
at rolling out a single system in the first 
half of 2013. Today, we spend between 
$50 million and $60 million on human 
resources systems and expect to spend 
less than 10 percent of that with a single 
system.

I would like to see us consolidating purchases 
with vendors such as Oracle, Microsoft 
or IBM. We can make enormous savings 
from having a single license with these 
companies. There is no reason to give 
a vendor more money than we have to. 

In general, we are taking a critical look at 
the tools we use to find smarter and more 
efficient ways of operating. The work of 
the department is enormously important 
to u.S. citizens. Our role is not just to find 
cost savings. We must also seek ways to 
share information more effectively.

tEStimoniAlS
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AhmEd bEnnour 
CIO, ArEvA

"fAr-reAchinG Actions to Achieve 
further cost sAvinGs."
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in Addition to bEing rEliAblE, SAfE And durAblE, thE informAtion 
SyStEmS of thE world lEAdEr in nuClEAr EnErgy muSt ContributE to 
CoSt rEduCtionS in thE ContExt of thE group’S “ACtion 2016” StrAtEgiC 
plAn. thE goAl: rEAlizE SAvingS of 30%! ArEvA’S Cio tEllS uS how hE 
intEndS to gEt thErE. 

tEll uS A bit About ArEvA’S 
informAtion SyStEmS.

AREvA employs 48,000 people worldwide, 
of whom 700 work in the IT department, 
spread out across teams shared by the 
entire group (in France, germany and 
the united States), the production sites 
and client construction projects. The IS 
department is very traditionally structured, 
with feasibility studies and project teams 
for every layer: business support (finance, 
hR, etc.), operational support (production 
management, maintenance, engineering, 
etc.), and Web and collaborative support. 
Also, there is a specific team in charge 
of managing the SAP platform that 
encompasses all our activities. The entire 
IS is based on secure infrastructure run 
by operational teams.

whAt ArE thE mAJor ChAllEngES 
fACing thE it dEpArtmEnt in 2012? 

The AREvA group has launched the 
strategic performance improvement plan 
called “Action 2016.” We obviously have a 
role in this plan, which dovetails into our 
own 2009-2012 optimization plan called 
“Efficient.” This program is drawing to 
a close at the end of this year, and has 
put us in an ideal position to set new 
initiatives under way, organized around 
the five pillars of “Action 2016” — safety, 
innovation, hR, competitiveness and 
operational performance. The Efficient 
program enabled us to create a mindset 
and culture of performance and continuous 
improvement, but it also boosted our 
credibility vis-à-vis the management, 
thanks to the results delivered. 

whAt othEr ArEAS ArE you 
working on? 

Safety, on which we worked extensively 
in 2011, remains an important pillar of the 
new plan. After having upgraded it on a 
project basis, we now have to make it truly 
sustainable by shifting into a recurrent 
mode. Safety needs to be embedded 
at the operational level and become an 
integral part of all our analyses and actions 
taken for our infrastructure, operations, 
processes and projects. Another major 
pillar is operational performance. We have 
to work on the operational excellence of 
processes such as demand management 
so that each request is given an optimal 
response. And last, there will be an hR 
initiative to boost the attractiveness of 
the IS function in order to draw in people 
from the lines of business within the group, 
and also to attract the competences that 
we’ll need in the years ahead, when we’ll 
be in the role of service requester more 
often, and integrating new tools and user 
behaviors. 

whAt ArE your CoSt-rEduCtion 
goAlS thiS timE?

To realize 30% additional savings. That 
might seem difficult at first, but we’ve 
done it before. A goal like that means 
above all a different type of transformation 
than that undertaken for Efficient. That 
plan was more focused on rationalization 
and optimization: improving procurement 
processes, creating awareness of telecom 
costs, prioritizing the application portfolio, 
optimising our external spending, etc. 
Action 2016, on the other hand, will set 
in motion more profound transformations 
that will require investments in IS.

whiCh ACtionS do you ExpECt will 
dElivEr thE grEAtESt SAvingS?

We’re counting a lot on technological 
transformation. The actions are still being 
defined, but we can already mention 
the goal of transforming the working 
environment: a single interface for all 
workstations, putting in place tools for 
global ticketing, for remote distribution, 
for self-healing, etc. Many of these 
improvements in turn depend on the 
globalization and standardization of our 
infrastructure. The consolidation of our data 
centers in the new center in Marcoussis is 
also one of the most promising subjects, 
and is a prerequisite for the launch of our 
virtualization initiative, which will allow 
us to go further to reduce our costs even 
more. In parallel, this globalization and 
standardization need to be applied to 
our application base.

tEStimoniAlS
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klAuS glAtz 
CIO, group informAtion And buSinESS SErviCES, Andritz Ag

"fundAmentAlly, We see ourselves 
As service providers."
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thE it dEpArtmEnt At AuStriAn mAChinE And SyStEmS intEgrAtor Andritz, 
bASEd in grAz, dEAlS with SEvErAl CorporAtE ACQuiSitionS EvEry yEAr. 
thiS rApid rAtE of buSinESS intEgrAtion, thE ConnECting of informAtion 
SyStEmS to globAl loCAtionS And ConStruCtion SitES, And thE uSE of 
SoCiAl mEdiA for morE EffECtivE CoopErAtion kEEp Andritz Cio klAuS 
glAtz on hiS toES.

how doES it Support thE buSinESS 
At Andritz?

Fundamentally, we see ourselves as service 
providers delivering internal solutions, so 
we’re separated into a demand side and 
supply side. This shape of organization 
enables us to best support the business, 
because on the one hand we support the 
necessary solutions and services, and on 
the other hand we determine, together 
with the business, what solutions need 
to be used. This consulting role is very 
important to us.

whAt ConCrEtE it mEASurES hAvE 
you tAkEn in ordEr to Support 
buSinESS growth?

The 10% growth rate target that corporate 
management has set will be met equally 
by both organic and inorganic growth. This 
means that we need to acquire between 
two and seven companies every year. Of 
course, this strategy has an impact on 
priorities within IT. For instance, when 
an acquisition is made, we make sure 
to integrate the infrastructure of the 
purchased company immediately, so that 
we can ensure communications and basic 
services. At the application and process 
level, we do a thorough assessment, and 
decide what to do on a case-by-case basis. 
In addition to integrating the companies 
acquired, we work very intensively on 
equipping locations in emerging markets 
with the same level of process and service 
quality that exists in other locations. 

whiCh tEChnologiES ArE 
importAnt to you, And ArE thErE 
Any thAt you ArE ConSidEring in 
pArtiCulAr for your StrAtEgy? 

The subject of virtualization is very dear 
to us, and we also think intensively about 
cloud computing. For us, the main question 
is how to make IT services available at 
many different locations and construction 
sites, including small ones. We are also 
dealing with the subject of social media 
use for internal purposes. Because our 
expertise and business segments are 
spread out across the world, we are always 
looking for potential means of effective 
communication and collaboration. We’re 
already making heavy use of this for 
document and application sharing. We 
have also initiated a pilot project in which 
we’re investigating ways to support the 
sales-to-order process with collaboration 
tools, in order to accelerate it.

whAt prioritiES ArE you SEtting 
for thE nExt 12 to 18 monthS?

We’re currently putting a great deal of work 
into standardizing our ERP landscape, and 
want to roll out a uniform SAP system for 
the entire company. This has been 70% 
implemented to date. In the engineering 
area, we’re introducing new systems and 
tools in order to be even more effective 
there. I already mentioned the subject 
of social media. Last but not least, we’re 
working on potential new BI opportunities, 
and are looking at hANA, the in-memory 
technology from SAP, in this context. 

do you AlSo uSE thESE loCAtionS 
to produCE low-CoSt it SolutionS 
for thE EntirE group?

We certainly do. We’re currently running 12 
global competence centers, which provide 
35 types of service to the entire group. 
The locations in emerging markets are 
playing an ever larger role in producing 
and delivering these services. 

how iS Andritz rEACting to 
thE ACCElErAtion of buSinESS 
CyClES And thE rApid, SuCCESSivE 
ChAngES oCCurring in individuAl 
buSinESS SEgmEntS? 

In our sector, we have not actually seen any 
acceleration in the sales cycles. When we 
negotiate a cellulose system or a sewage 
treatment plant for instance, it takes just 
as long as it did before the crisis — that 
is, between one and two years. Machine 
production does have shorter cycles, 
but these also have not changed due to 
the crisis.

tEStimoniAlS
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"A simple, AGile And efficient 
orGAnizAtion in A controlled 
risk environment."

CArloS gonCAlvES 
gLOBAL CIO, SoCiété générAlE CorporAtE invEStmEnt bAnking
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in An induStry mArkEd by rApid And ContinuouS trAnSformAtion, thE it 
dEpArtmEnt of SoCiété générAlE Cib hAS ovErhAulEd itS orgAnizAtion 
to inCrEASE SimpliCity And booSt Agility — A muSt for optimAl CoSt 
mAnAgEmEnt without CompromiSing on pErformAnCE, QuAlity And 
SECurity.

whAt iS thE importAnCE of 
informAtion SyStEmS for An 
invEStmEnt bAnk?

Investment banking activities — characterized 
by large order volumes executed 24/7 
in real time — are heavily dependent on 
IT. Facing a highly volatile environment 
and increasing regulatory requirements, 
the group needs to adapt, and expects 
more than ever before that IT is capable 
of delivering complex solutions and 
increased responsiveness. 

how ArE you rESponding to thESE 
ExpECtAtionS? 

We’re optimizing our costs and focusing 
more on the profitability of our investments 
than on the savings realized. If we continue 
to invest in security to guarantee the 
quality of the services provided to our 
clients, we also have to reinforce our 
capability to produce and rapidly distribute 
our products. We continue to rely on 
technology and the know-how of our 
teams, and their innovative mind-set. We 
recently launched a challenge designed 
to promote entrepreneurship among our 
people, by rewarding the most innovative 
projects. 

whAt ArE thE ChAllEngES poSEd 
by thAt ApproACh? 

The challenges are above all people 
related. In addition to expertise in project 
development, this method also requires 
the training of teams and supporting 
users that have to spend 25% of their 
time on it. The advantage is that the 
method is open and transparent, which 
makes it possible to improve the upstream 
targeting of specific user needs. A cultural 
change is also necessary, as our decision- 
making processes have in parallel gone 
from a priori verification to a posteriori 
verification, bringing greater freedom but 
also increased responsibility in the field.

whAt ArE thE mAin ArEAS thE it 
dEpArtmEnt iS CurrEntly working 
on?

We’re reinforcing our processing capability 
in response to the needs of the business 
and the requirements related to regulatory 
compliance and risk management. 
Recently our main challenge has been the 
simplification of our IS and our organization. 
We’ve gone from an organization in silos 
to a worldwide matrix organization — 
both on a functional (front office, middle 
office, back office, risk management, 
operations, etc.) and business level. This 
process of simplification is still under 
way and is resulting in the consolidation 
and convergence of applications in our 
functional domains.

whAt iS your mEthodologiCAl 
ApproACh?

To further evolve our tools, we have 
industrialized an agile development 
process, based on an iterative method 
which involves the business to a greater 
extent. That will be the case for about 20% 
of the projects in 2012 and 40% in 2013. 
That will enable us to determine more 
quickly whether we’re going in the right 
direction, as users are asked to provide 
feedback on intermediate deliverables and 
to clarify their needs. The project team 
can thus rapidly adapt if the focus needs 
to shift. Thanks to this time-to-market and 
design-to-cost approach, we’re developing 
products with greater added value that 
better meet expectations. 
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"An it depArtment thAt 
inteGrAtes And defines the 
Architecture of the business."

piErrE grESSiEr 
CIO, groupE 3 SuiSSES intErnAtionAl
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groupE 3 SuiSSES intErnAtionAl hAS initiAtEd A ComplEtE ovErhAul of 
itS informAtion SyStEmS, drivEn by in-dEpth involvEmEnt of thE buSinESS 
And bASEd on high-grAdE Erp pACkAgES. thiS nEw ApproACh hAS plACEd 
thE it dEpArtmEnt At thE hEArt of dECiSion mAking About thE StruCturE 
of thE group. 

how hAS groupE 3 SuiSSES 
intErnAtionAl rEACtEd to thE 
CurrEnt EConomiC turbulEnCE?

In 2011, in the context of the strategic plan 
“Accelerate to Win,” the group started to 
reinforce the services provided to businesses 
by founding new companies (a logistics 
business and an advertising printing business). 
In addition to this development in the B-to-B 
segment, the group also decided to restructure 
its B-to-C businesses by setting up certain 
shared services: call center, back office, 
accounting, hR, logistics, etc.). For the 3 Suisses 
entity alone, the result has been a transfer of 
2,000 of its 2,500 people into these shared 
services centers.

how iS it Contributing to thiS 
StrAtEgiC plAn? 

until now, each brand developed its own 
systems. On top of a heterogeneous IS 
(Information System) environment, this also 
created problems in terms of maintenance 
(e.g., concentration of application know-how 
among a small number of experts, and limited 
scope for evolution.) In addition, these IS 
were limited with regard to  the needs of the 
business, and were unable to support more 
than 100,000 references, which today is the 
norm on the Internet. The strategic plan thus 
set in motion the complete overhaul of the IS in 
the context of a project representing 140,000 
man-days of work, launched in June 2010.

whAt ArE thE kEy SuCCESS 
fACtorS for A proJECt of thiS 
SCAlE?

In addition to the necessary budgets and 
competences, you have to anticipate the impact 
on user behavior and business processes. First, 
before starting the project, we spent six months 
reviewing, documenting and redesigning all the 
processes to be supported by the new tools. 
After all, 90% of the expected ROI of the IS is 
based on these new shared processes rather 
than on the tools themselves. Another key 
success factor is the continuous involvement of 
the business, not from time to time, but rather, 
thanks to the contribution of 30 people that 
have been transferred onto the project, for 
the duration thereof. This project marks an 
evolution in the role of the IT department — the 
objective is no longer to invent and develop, 
but rather to integrate and contribute to the 
definition of the architecture of the business. 

why mAkE SuCh A rAdiCAl ChoiCE?

For six years, we tried to makes fresh starts by 
functional area, but the results weren’t up the 
size of the challenge and the acceleration of 
business cycles. We’ve all come to the same 
conclusion: To keep pace with the rise of the 
Web, mobile technologies and social networks, 
we need modern and modular information 
systems that enable us to add new modules 
without major impact. We need a base that is 
sufficiently flexible and responsive to compete 
with the pure players that have only been 
around for five years and have started out 
with light and adaptable IS. 

whAt wErE thE guiding prinCiplES 
of thE nEw iS? 

Whereas previously specific and proprietary 
development for each business was the rule, 
we opted for a multibrand IS built upon the 
integration of several major ERP packages 
in a totally service-oriented architecture. To 
take into account specific functionalities 
and thus preserve what creates our added 
value, we integrated five different ERP 
packages: SAP (retail FI CO); Manhattan 
(logistics); Neolane (marketing); Compiere 
(client invoicing), C Link Loyalty (loyalty and 
sales support); and a specific tool to support 
navigation and the presentation of our projects 
on websites (Endeca Oracle).

We also shifted 100% of our infrastructure into 
a private cloud in which we integrate software 
if the solutions we need cannot be sourced 
in SaaS mode. Two years after launching the 
project, the IS has been implemented and 
rolled out in two of the group’s businesses.
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ChriStiAn 
mEzlEr-AndElbErg 
ExECuTIvE DIRECTOR OF INFORMATION MANAgEMENT, mAgnA StEyr 

"ActinG purely in the role of 
service provider hAs brouGht us 
too much conflict And friction."
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ChriStiAn 
mEzlEr-AndElbErg 
ExECuTIvE DIRECTOR OF INFORMATION MANAgEMENT, mAgnA StEyr 

ChriStiAn mEzlEr-AndElbErg, Cio of onE of  thE moSt divErSifiEd 
AutomotivE SuppliErS in thE world, SupportS thE idEA of grEAtEr 
proximity bEtwEEn it And thE linES of buSinESS. hiS Aim iS A truE 
pArtnErShip bEtwEEn thE it And opErAtionAl dEpArtmEntS.

how doES thE it dEpArtmEnt 
At mAgnA StEyr Support thE 
CompAny’S growth?

Apart from a whole range of measures 
with which we support new product 
offerings and production scheduling, 
we’re shifting our focus away from being 
a service provider that delivers what the 
business demands, as a supplier would, 
toward the role of partner and advisor to 
operational departments. Acting purely in 
the role of service provider has brought 
us too much conflict and friction. So in 
the past year we already began to place 
more IT specialists and software developers 
in operational departments, so they can 
develop and implement solutions more 
quickly, together with their counterparts in 
the business. In this way a new closeness 
is created between IT and the business, 
and it pays off brilliantly in terms of 
client proximity, speed and cost. The key 
question we always ask is: Does a given 
regulation or procedure help the company 
move forward, does it bring a competitive 
advantage, or does it just make life easier 
for the IT department?

whAt brought About thiS Shift, 
And whEn did it StArt?

In 2010 we asked ourselves what IT would 
look like in the year 2020. Although it 
was impossible to say exactly which 
technologies would be implemented, 
it quickly became clear that we had to 
change our way of working — above all 
with regard to agility and prioritization. 
The crucial question is: What’s the use? 
For example, what use are service level 
agreements? Basically, they’re of no use 
to us. They don’t make things happen 
more quickly, more competitively or in a 

implementing their response. That gives 
them more time. We lose time. Perhaps 
that creates this feeling of acceleration. 
We try to counteract that with more 
streamlined IT processes, a clear client 
orientation and by developing more agile 
methods.

whAt nEw tEChnologiES plAy A 
rolE in your StrAtEgy?

What technology will we be using in 10 
years? It will certainly be quite different 
from what we’re using today, just as we 
were using other technology 10 years 
ago. By that I mean that the integration 
of new technology is a basic requirement 
for successful enterprise IT. This applies 
today to in-memory or cloud computing. 
When I came into IT 20 years ago, the 
same was true for the integration of text, 
photos and video: multimedia. Every era 
has its hype. upon closer examination it 
becomes apparent that there is not as 
much novelty as is initially claimed,  and 
during implementation it often turns out 
that things are much more commonplace 
than the analysts would have us believe. 

more unique manner; they just enable one 
party to position itself at the expense of 
another. Furthermore, many of our own 
compliance and process guidelines limit 
our responsiveness when requirements 
change. So today we try to do more with 
less, and it’s working really well. 

Operational departments expect us to 
make the IT decisions. ultimately we‘re 
the experts. If we take this reasoning to 
its logical conclusion, we’ll end up where 
we were before: We’ll again become the 
company’s IT consultants, evaluating and 
implementing the IT solutions that best 
meet the company’s needs. 

doES thiS ApproACh Apply to All 
ArEAS At mAgnA StEyr?

We also use standard software. For example, 
in finance we use SAP FICO. however, the 
ERP system we use for building cars, we 
developed ourselves. The corresponding 
SAP module is simply not capable of 
controlling a production system in which 
we manufacture several cars for various 
OEMs on a single line. 

how hAS thE it dEpArtmEnt 
rEACtEd to thE ACCElErAtion 
of buSinESS CyClES in r&d, 
produCtion, mArkEting And SAlES 
triggErEd by thE CriSiS?

I think it’s more appropriate to speak of 
volatility. Long-term plans are made less 
frequently, and business decisions that 
have already been made are overturned 
more quickly. Perhaps in the West it’s just 
harder for us than it is for the Chinese, for 
example, to rapidly accept changes and 
react to them. While we’re still discussing 
the change, others have long since begun 
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dominiQuE pEnnEliEr 
CIO AND MEMBER OF ThE ExECuTIvE COMMITTEE, CACEiS

"think like A pArtner, not like A 
purchAser of services."
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AftEr thE phASE of SEtting up And mAnAging infrAStruCturE, thE 
priority of thE it dEpArtmEnt of thE CACEiS bAnking group CrEAtEd 
in 2005 iS now to ConSolidAtE thE buSinESS in ordEr to mEEt thE EvEr-
inCrEASing rEQuirEmEntS of itS inStitutionAl CliEntS in tErmS of QuAlity 
And SErviCE. 

whAt iS thE idEntity of thE it 
dEpArtmEnt At CACEiS?

We’re a specialist in the area of asset 
services dedicated to institutional clients 
and businesses, both often international. 
To enable them to focus on their core 
business and reduce their costs, CACEIS 
needs to be able to rely on innovative 
information systems. Our 500 IT staff are 
mainly in charge of the application base, 
IT processing and the management of 
networks and workstations outsourced 
when the group was created. It was a 
choice that brought us a great deal of 
agility and which makes a lot of sense in 
the current economic climate.

in whiCh wAy?

Acting as an outsourcer for our institutional 
clients, the economic crisis has translated 
for us into increased pressure on prices 
but also on quality of service. In order 
to respond to these challenges, we have 
to innovate and offer all our products 
to all of our clients, wherever they are. 
That implies that our services need to be 
efficient and deployable in all countries. 
In terms of organization, IT at CACEIS 
has thus since the beginning been IT at 
group level. Today we’re able to adjust 
our strategy very naturally in response to 
this necessary concentration of business 
processes, and progressively allocate the 
management of our application base in 
function of the competences required.

whAt ArE thE mAJor ChAllEngES 
of thiS trAnSition?

It’s essentially a question of culture. 
It’s better to be born with these new 
technologies in order to have an intuitive 
understanding of them, and to undertake 
further development with sufficient 
insight. The industrialization of these 
new technologies is thus a problem of 
skills transfer and staff reallocation. To 
reach our goals without relinquishing our 
control of the direction we’re moving in, 
we rely on partnerships with businesses 
that have the necessary human resources, 
and that also share our way of working 
and functional domains. That enables 
us to integrate their resources in case 
of need, to improve our processes and 
working methods, and also to capitalize 
on our know-how and experience of our 
core business. here, the key to success 
is to think like a partner and not just like 
a purchaser of services.

And how do you AdApt thiS 
StrAtEgy to tEChnologiCAl 
ACCElErAtion? 

The accelerating pace of technology 
means there is a significant risk for us of 
being overtaken. This is true in terms of 
our people, who on a private basis use all 
the newest technologies and expect to 
find the same collaborative tools, social 
networks and level of interoperability in 
their professional environment. It’s also 
true for clients, who want everything 
immediately and in the same way, regardless 
of the channel chosen. This has an impact 
on our development activity, which is 
no longer driven by just the application 
base, but also has to integrate these new 
tools and user behaviors — in response to 
these demands, but also because they’re 
a source of efficiency and cost savings. 
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"i spend most of my operAtinG 
budGet on Just keepinG the 
liGhts on, And thAt’s obviously 
not WhAt i WAnt."

piEtEr SChoEhuiJS 
CIO, AkzonobEl
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piEtEr SChoEhuiJS, ChiEf informAtion offiCEr of AkzonobEl, ExplAinS 
how hE iS driving thE trAnSformAtion of thE pAintS And ChEmiCAlS giAnt 
into A morE CohESivE group. with hiS 950-Strong StAff And budgEt of 
€300 million, hE now plAnS grEAtEr ConSolidAtion of infrAStruCturE 
And buSinESS proCESSES. 

how hAS your dEpArtmEnt 
ContributEd to growth? 

The consolidation of Enterprise Resource 
Planning (ERP) systems has been our most 
important initiative. We reduced the number 
of ERP systems to 95 from 183 just a few 
years ago. We are looking to bring that 
number down to just six. Over the past 
three years, we have retired more than two 
ERP systems per month on average, and we 
expect that to continue for the next four 
years. It will be a massive accomplishment 
when we have finished.

We hope the consolidation of ERP systems 
will bring us greater agility and the ability 
to respond quickly to information needs. 
We need to be able to connect to social 
media and mobile devices, for example. 
That’s tough to do with many ERP systems. 
We will also get a better overview of our 
materials and products, something that is 
hard to achieve today.

whErE do you SEE your mAin 
ChAllEngES?

We outsource many activities and so have 
few entry-level positions — we typically look 
to hire people with around six or eight years’ 
experience. With this in mind, we have joined 
a trainee program led by a Dutch consulting 
firm called kirkman, where recent graduates 
spend around six months working in different 
companies. The program has made a big 
difference to the energy level in the office. 
We will now jointly launch a version of this 
program aimed specifically at IT graduates.

As we move more support and IT services 
from the various business units into shared 
services, the people we need in our 
department have changed from being mainly 
technicians who monitor infrastructure and 
hardware to people who can think in terms 
of business processes and adding value. 
We also need people who can work well 
in teams, we call it “working smarter.” We 
have launched training programs to help our 
staff develop these “core skills,” and so far 
around 300 of our staff of 950 have taken 
part. I can see the cultural shift happening. 
Our success depends on our ability within 
the company to have discussions regarding 
business processes. We operate in 80 
countries, and harmonizing our processes 
requires a great deal of attention and drive.

whAt ArE your nExt prioritiES?

We have at least 3,000 non-ERP systems that 
we use every day, and the cost of ownership 
of those systems is high. I spend most of 
my operating budget on just keeping the 
lights on, and that’s obviously not what I 
want. I want to spend money on projects 
that make a difference, and so we are 
considering other areas for consolidation, 
such as financial systems, human resources 
systems, knowledge management and 
customer relations systems. We could reduce 
these systems by one third but I would be 
happy if we cut them in half. Our appetite 
for process harmonization will be the most 
important driver.

We are also continuing our focus on 
infrastructure. We have already largely 
consolidated data centers and standardized 
telecommunications, desktops and intranet, 
but there are still possible gains, especially 
now that we are opting for cloud solutions. 
We are moving our email to a private cloud 
this year and plan to segment our users. 
Not all our employees need the full box 
of expensive tools. So we are segmenting 
our offer for light, medium and heavy users 
of mailboxes, for example, with different 
capacity and pricing.

Today, we spend around 90% of our operating 
budget on maintenance and support. Best 
practice is between 50% and 60%, so we 
obviously have a big opportunity to improve.
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"effective informAtion 
technoloGy GovernAnce meAns 
business leAders set priorities."

ChuCk SCully 
CIO, rEnown hEAlth
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ChiEf informAtion offiCEr of rEnown hEAlth, northErn nEvAdA’S 
lArgESt intEgrAtEd hEAlth nEtwork, ChuCk SCully rEvEAlS hiS mEASurEd 
ApproACh to thE hugE ChAngES in thE u.S. hEAlthCArE induStry. hE ShowS 
how good govErnAnCE And EffiCiEnt proCESSES CAn hElp hEAlthCArE 
fulfill itS miSSion with thE Aid of informAtion tEChnology.

how ArE you prEpAring for 
ChAngES in u.S. hEAlthCArE? 

Our industry is under big pressure from 
healthcare reform that includes regulations 
governing the “meaningful use” of electronic 
medical records, or EMRs, accountability 
for effective care delivery and insurance 
exchanges. This pressure pushed many 
organizations to rip off the Band-Aid when 
it came to technology implementation. We 
have been able to take a more measured, 
phased-in approach because we selected 
our EMR vendor seven years ago. We have 
just gone live with the last of five phases 
that add up to a complete replacement of all 
patient-centric information systems. Likewise, 
on our health plan side, our primary system 
is relatively new and effectively supporting 
our operations.

Even with those foundations in place, we have 
plenty of work to prepare for Accountable 
Care reforms that aim to improve care 
coordination. We are looking at leveraging 
our great foundations to provide better and 
more coordinated care by improving access 
to information for care delivery, data analysis 
and performance improvement.  

The reforms are inevitable whatever the 
outcome of the u.S. presidential elections, 
Supreme Court rulings or national economy 
improvements. The economic pressure on 
the healthcare industry will not abate. 

whAt ArE your biggESt 
ChAllEngES?

I have been in the industry for 30 years, and 
the gap between demand and capacity in 
information technology has rarely been 
greater. There are more regulatory demands, 
operational demands and emerging 
opportunities than ever before as a result 
of the huge changes in the healthcare 
industry. The rules for reimbursements 
and business incentives are changing, the 
relationship between our organization and 
other hospitals is changing, physicians and 
patients have rising expectations, government 
and private payers are demanding more. 
At the same time, costs are escalating and 
reimbursements are declining. The number 
of patients unable to pay for their care has 
increased since 2008.

With this gap between demand and capacity, 
the only way to ensure that our IT efforts are 
focused correctly is to engage our clinical 
and business leadership. Our organization 
is reinvigorating its governance process, 
getting the right leaders engaged, rethinking 
our planning processes and expecting more 
from project sponsors. 

how iS your dEpArtmEnt 
Contributing to growth?

Excellent service to patients and physicians is 
a linchpin for growth. We are concentrating 
on safety and convenience for patients and 
ease and speed of access to information for 
physicians. As a regional center, we also want 
to make it convenient for other organizations 
to partner with us for higher-end services 
in areas such as neurology and cardiology. 
To do this, we are using new systems to 
speed the transfer of information. We are 
also expanding our telemedicine services 
that connect rural patients with specialists 
not available in their area. We anticipate 
that more than 20 rural communities will 
demand access to our growing list of 
specialist partners.

We have also become a vendor of sorts, 
offering our EMR to independent hospitals 
and physicians. This includes clinical, billing 
and ancillary (laboratory, diagnostic imaging, 
etc.) modules. The first two hospitals to 
use the system will go live before the end 
of the year.
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JORDI CASTELLS ODENA
Organization and Information Systems Director - bodegas torres

CLAUDE CzECHOWSKI
President and CEO - CSC South & west Europe 

LUIS HERRERO RIAñO
Information Systems, Organization and Supply Chain Director - leroy 
merlin, Spain

ANDREAS NOLTE
CIO - Allianz deutschland

ADRIANO RIBONI
CIO Italy and Malta - Sanofi

JöRN RIEDEL
CIO - City of hamburg

FRANCIS THOMINE
CIO - groupama

SUPPORTINg 
gROWTH WITH 
NEW TECHNOLOgIES

user habits are spreading from private to professional life. The enterprise no longer imposes its technological choices on its employees. 
Today technological innovation is no longer driven by the demands of business, but rather by the need to satisfy the desires of users. It’s up 
to CIOs to turn the consumerisation of IT into an opportunity for the business.
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Jordi CAStEllS odEnA 
ORgANIzATION AND INFORMATION SySTEMS DIRECTOR, bodEgAS torrES

"it is not possible to put forWArd 
A reAlistic business strAteGy 
noWAdAys Without tAkinG 
technoloGy into Account."
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A CombinAtion of trAditionAl And AvAnt-gArdE ApproAChES hAS EnAblEd 
thE torrES fAmily to bEComE A mAJor Export buSinESS, foundEd in SpAin And 
prESEnt todAy in ovEr 140 CountriES worldwidE. from grAndS CruS to big dAtA, 
thE Cio of CAvES torrES tEllS uS how hiS tEAmS ArE Supporting thE growth of 
thiS lEAding winE produCEr. 

how iS your it dEpArtmEnt 
Supporting thE CurrEnt growth 
of thE CompAny?

Our job is to enable our employees to carry 
out their work as efficiently as possible 
and, in addition, to help our general 
management implement and deploy its 
strategy. We provide procedures and tools 
for the design and production of new 
products; we contribute to the group’s 
growth by way of the deployment of 
our corporate management systems and 
harmonization of procedures. We supply 
the analysis and simulation tools needed 
for decisions to be taken at the right time, 
based on the required information. We 
favor communication and collaboration 
between our employees and try to boost 
the mobility of all our processes and users. 
All this is done in a proactive manner, 
while guaranteeing the functioning and 
availability of all our corporate systems.

AS A rESult of thE CriSiS, buSinESS 
CyClES hAvE ACCElErAtEd (r&d, 
produCtion, mArkEting, SAlES, 
EtC.). how hAS your CompAny 
dEAlt with thiS ChAngE?

With an urgent need expressed by all 
departments involved to reduce the 
execution time of these procedures. In 
IT we have responded by collaborating 
with the business to review and optimize 
procedures, where viable, by eliminating 
downtime and waiting times. We also 
make it possible to reduce the execution 
times of these processes by means of more 
suitable technologies, for both planning 
and for communicating with clients and 
suppliers, as well as for coordination of 
internal and external teams, breaking 
down information, online collaboration 
and process automation.

whAt ArE your prioritiES for thE 
it dEpArtmEnt in thiS pEriod of 
EConomiC turbulEnCE?

The priorities haven’t changed: try to be 
more business oriented than ever before, 
continue adding value through IT, make 
progress in responding to the needs 
of our colleagues in the business, help 
convert the strategy into reality, act as 
an accelerator and facilitator for change 
management and, in brief, do our bit so 
that the company maintains its viability and 
competitiveness in the hard times ahead.

whAt rolE do nEw tEChnologiES 
plAy in your StrAtEgy? 

The way I see it, it is not possible to put 
forward a realistic business strategy nowadays 
without taking technology into account. The 
role of technology is absolutely vital: by 
making it possible to apply the strategy, by 
enabling the creation of new viable strategic 
scenarios (new options that can improve 
our strategy based on an understanding 
of state-of-the-art technologies and the 
experiences acquired by others during its 
use), or by acting as a catalyst to launch 
the strategy itself. The way our company 
leverages its social media presence 
couldn’t have been conceived of without 
technology. The management of ever-
increasing amounts of information, both 
structured (generated by our management 
information systems) and unstructured 
(everything obtained from the social 
networks themselves, from analysis of our 
online reputation, and from the scanners 
and sensors in production facilities, for 
example), understanding how the information 
structure is managed, detecting patterns 
and simulating business scenarios — all 
this is only possible thanks to technology 
(what we call “big data”). Mobility opens 
up a multitude of possibilities for change 
and improvement in our business processes 
and, as a result, for improvement in the 
productivity and ubiquity of personnel, in 
access to the information required when 
it is needed, and in bridging the gap 
between professional and personal life.
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ClAudE CzEChowSki
PRESIDENT, gLOBAL CONSuLTINg, TEChNOLOgy AND ERP PRACTICES
PRESIDENT & CEO, EMEA SOuTh AND WEST EuROPE 
CSC

A mAJor ChAllEngE for it dEpArtmEntS : hoW to creAte A reliAble, efficient And 
secure orGAnizAtion for everyone, tAkinG into Account these neW trends? hoW 
to ensure the mobility And security of employees’ Activities, When they often 
use personAl devices for Work purposes? hoW to introduce neW tools such As 
tAblets into eXistinG systems Without cAusinG technoloGy frActures?
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And AftEr thE pC? thE ConSumEr rEvolution rollS on. thE nEw hAbitS 
linkEd to thE riSE of tAblEt pCS, Cloud Computing And SoCiAl mEdiA ArE 
ChAnging thE ExpECtAtionS of EmployEES whilE offEring A hithErto 
unSEEn potEntiAl for intEgrAtion of high vAluE-AddEd buSinESS 
AppliCAtionS. thiS bringS with it ConSidErAblE ChAllEngES for 
buSinESSES And thEir it dEpArtmEntS. 

we have entered the post-pC era. for 
the first time, this year sales figures have 
fallen, and at the last Consumer Electronics 
Show in las vegas, announcements 
related to innovation were relegated to 
second place, behind a parade of tablets 
and smartphones (more than 100 new 
models) whose simple and intuitive 
interfaces demystify a technological 
world long considered complex and 
nebulous. 

The fate of the PC to be stored in the 
cupboard for technologies declining into 
obsolescence seems all the more certain, 
given that cloud computing has also made 
these new usage habits mobile. According 
to the latest report from the Leading 
Edge Forum, CSC’s technology watchdog, 
researchers are currently predicting the 
predominance of connected technologies 
and a population highly skilled in the use 
of new technologies, who will use them 
to connect to services based on cloud 
computing. 

A ChAllEngE for buSinESS

Business clearly cannot completely cut itself 
off from the consumer habits prevalent in 
society. Corporate IT, until now leading 
edge, is today having to adapt and take 
into account this acceleration in the 
consumerization of technology. Rapid 
prototyping, pay-by-use, collaborative 
working, integration with social networks: 
These are shifts already set in motion by 
certain clients of CSC, who are equipping 
their sales forces with iPads (and soon 
Windows 8 tablets) or with applications 
in cloud mode. 

The key for business is to become more open 
to the personal tools of employees and to 
take their new habits into account — and 
in particular the rise of social networks, 
which remove the previously inviolable 
border between professional and private life. 
Businesses are only just becoming aware 
of the digital transformations under way, 
affecting both users and IT departments. 
In their defense, it must be said that the 
new technologies are radically different 
from those which everyone had become 
accustomed to using, both visually and 
in terms of performance. Touch screen 
technologies can, for example, significantly 
increase the flexibility of employees while 
adding an element of “fun” to a working 
environment often considered austere. 
Wireless and mobile technologies, equipped 
with secure authentication systems and 
Internet access, give users access to work 
tools, wherever they are.

A nEw rolE for it dEpArtmEntS

To remain competitive, organizations 
need to manage the professionalization 
of consumer technologies, in particular 
by demonstrating that they are able to 
listen to employees who want to master 
not only their trade but the technology 
that surrounds them. And these employees 
expect the IT department to provide both 
support for these new technologies and a 
secure network within which to use them. 
In this new environment in which ByO is 
on the rise (bring your own technology or 
bring your own device), IT departments will 
need to get used to decisions increasingly 
being made in cooperation with employees 
who have become technologically 

autonomous. One of the difficulties is 
to recognize that employees perfectly 
master the technologies they use, and 
have a very precise idea of their usage 
habits and needs. The IT department must 
take these new habits into account, and 
develop solutions (business, collaborative, 
etc.) based on applications that are 
increasingly virtual, using data stored in 
the cloud. And this has to be done at the 
same as the optimization of operating 
costs and the industrialization of business 
processes — a real challenge.
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"We Are A compAny in Which 
innovAtive solutions Are GenerAted 
from the bottom up With the 
pArticipAtion of everyone."

luiS hErrEro riAño  
INFORMATION SySTEMS, ORgANIzATION AND SuPPLy ChAIN 
DIRECTOR, lEroy mErlin, SpAin
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lEroy mErlin iS thE lEAding CompAny in thE homE improvEmEnt SECtor 
in SpAin. onE in EvEry fivE SpAniSh homES rEliES on produCtS from thE 
CompAny, whiCh iS ESpECiAlly dEdiCAtEd to dECorAting, diy, gArdEning And 
ConStruCtion. thE CompAny offErS itS produCtS And SolutionS to morE 
thAn 26 million CuStomErS viA A nEtwork of 51 StorES, thAnkS to thE 
work of morE thAn 8,500 EmployEES, 97% of whom ArE ShArEholdErS in thE 
CompAny. 

how iS your it dEpArtmEnt 
Supporting thE CurrEnt growth 
of thE CompAny?

Our IT department has two fundamental 
aspects. On the one hand, our work consists 
of supporting the development of the 
business; our stores offer 150 million items 
and other services to 26 million customers, 
and obviously we have to have to operate 
the information systems that manage 
all this. In the first half of the year, we 
plan to have opened five new stores; we 
already have 8,500 employees, and all this 
expansion would be impossible without a 
sound underlying information system. On 
the other hand, our other function as an 
IT department is to develop technology 
and IS projects that serve our customers, 
employees and the line of business such 
that we’re able to launch the initiatives and 
innovations that we want to introduce — 
for example, in marketing, supply chain 
management and hR, among others. 

AS A rESult of thE CriSiS, buSinESS 
CyClES hAvE ACCElErAtEd (r&d, 
produCtion, mArkEting, SAlES, 
EtC.). how hAS your CompAny 
dEAlt with thiS ChAngE?

It is clear that cycles are getting ever 
shorter, and one of the examples that 
illustrates this is that we’re changing into 
a cross-channel company and we are 
present in the multichannel world. This 
is not just a consequence of the crisis; 
it is also the product of our acceleration 
in order to be able to make all of our 
products available to the customer how, 
when and where the customer wants. 

from employees throughout the company. 
The action was the start of a dynamic 
process in which we are already involving 
employees, partners and customers in all 
decision-making processes. If we didn’t 
have this type of platform, none of this 
would be possible. 

whAt ArE your prioritiES for thE 
it dEpArtmEnt in thiS pEriod of 
EConomiC turbulEnCE?

On one hand, we have a daily operation 
in which our system, quality and service 
standards have to continuously improve, 
that is to say, we have to incorporate new 
information constantly, support the value 
chain and smooth all flows in order to 
create opportunities for customers. All this 
is the result of our daily operations. The 
development of new projects is also key in 
order to sustain continuous improvement 
and, at the same time, manage a process 
of technological disruption and innovation. 
For example, we’re working on reinforcing 
our online presence, and at the same time 
we’re preparing to launch in the virtual 
world a product configuration tool that 
is a new way of doing things and which 
will be a nice surprise for our customers. 
The idea is to introduce this in the coming 
months. This example is a sample of what 
we’re hoping to build: an efficient operation 
that supports the business, innovation 
and development, which is essential for a 
company to operate successfully.

This is all driven in the background by 
flows of goods and the associated flows 
of information. And what’s more — and 
this is something that is a characteristic 
of the company’s genetic make-up — we 
use all the company’s collaboration and 
communication mechanisms and media. 
We are a company in which innovative 
solutions are generated from the bottom 
up with the participation of everyone. All 
our employees are constantly motivated, 
collaborating and working together. 
This results in our organization having 
platforms that are more open and faster. 
It’s clear that cycles are ever accelerating, 
and we’re preparing, especially in the IT 
department, to follow this new rhythm, and 
also to integrate external players such as 
customers and suppliers.

whAt rolE do nEw tEChnologiES 
plAy in your StrAtEgy? 

The role they play within Leroy Merlin is 
more important than ever. We are building, 
as I said, from the bottom up; building our 
capabilities for innovation and decision 
making. In order to do this, we need these 
platforms, and over the last few years this 
requirement has increased. For example, 
three years ago we took the initiative to 
create a product selection process on our 
internal platform (intranet), for the most 
important sales operation of the year. The 
process was started, contributions and 
suggestions were made by all employees 
who wanted to participate, and thanks to 
these global contributions the final selection 
was made, and we were better able to filter 
the proposals from this initiative. In total, we 
had more than 2,000 different proposals 
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"it supports the modulArizAtion 
of the product portfolio."

AndrEAS noltE 
CIO, AlliAnz dEutSChlAnd
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AlliAnz dEutSChlAnd iS introduCing A nEw CorE inSurAnCE SyStEm 
And working At full SpEEd on digitAlizing itS CuStomEr rElAtionShipS. 
ACCording to Cio AndrEAS noltE, it thuS SupportS thE CompAny'S growth 
vEry dirECtly.

how doES it ContributE 
to thE growth of AlliAnz 
dEutSChlAnd’S buSinESS?

Our core insurance system, Allianz Business 
System (ABS), allows us to modularize 
our product portfolio and tailor it more 
specifically to our customers’ needs. 
Furthermore, it also has a central database 
focusing on the customer as opposed 
to focusing on the insurance product, 
as it did previously. The Allianz group’s 
previous organizational structure based 
on business units, which was in place until 
2006, did not provide this overall view of 
customers. We are currently working on 
replacing the legacy systems at the back 
end and gradually migrating to the new 
ABS. We want to have large parts of our 
private customer business in the ABS by 
2014 and our corporate business there 
by 2016. We are currently in the process 
of upgrading our new private customer 
business to ABS. 

doES AbS AlSo dirECtly StimulAtE 
growth?

This migration is central for growth, 
since with ABS we can offer customers 
products such as “Mein Auto” vehicle 
insurance which allow them to combine 
basic protection with a free choice of 
additional modules and products. We’re 
also pursuing the same objective for 
liability, home contents, buildings and 
legal protection insurance. This new 
modular concept offers the customer the 
advantage of tailor-made insurance and 
flexible cover. In principle, the concept 
is also transferable to corporate clients. 
IT supports the modularization of the 
product portfolio and thus promotes 
growth. In addition, we’re supporting 

iSSuES of big dAtA And Cloud 
Computing?

We’re currently exploring the manufacturers’ 
in-memory concepts and are now considering 
where we could implement them. We are 
very cautious about cloud computing. 
We have sufficient scalability potential to 
build structures in Allianz’s private cloud. 
however, sourcing services from the public 
cloud is out of the question for us. 

this consultation-intensive IT activity 
with analytical CRM so that we can, for 
example, provide customers with tailor-
made offers in certain specific situations. 

do you Still hAvE timE And 
rESourCES for othEr proJECtS 
And plAnS bESidES AbS?

We’re working at full speed on digitalization 
and are promoting electronic customer 
communication. For example, we’re currently 
working on the “Meine Allianz” portal that 
allows customers to consult their insurance 
files entirely online, including all policies 
and associated correspondence. We’ll be 
rolling it out in the autumn. 

We are again offering our agencies a home 
page generator for creating their agency 
home page from 40 different templates 
according to their strengths. We also offer a 
similar tool for designing Facebook pages.

In order for IT to support consultation 
better, we also offer our agencies an app 
programmed in hTML5 that can be used 
on all devices. These may be, for example, 
insurance gap calculators or tools for 
calculating pensions, which of course also 
come up with proposals on how to close 
these gaps. Our agencies are currently 
implementing this tool, but we can definitely 
imagine it in a later version as an insurance 
configuration tool for customers. 

whAt tEChnologiES plAy A rolE in 
your StrAtEgy?

ABS of course, as the future core insurance 
system. We rely on SAS software for BI 
and SAP for accounting. Our portals will 
be based on open source software. 
And whAt About thE CurrEnt 
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"continued support for the 
business And the reduction of it 
costs: this is WhAt We eXpect to 
be Able to Achieve, thAnks to the 
introduction of neW technoloGies."

AdriAno riboni 
CIO ITALy AND MALTA, SAnofi 
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thE SimplifiCAtion of proCESSES, timEly And EffiCiEnt AnAlySiS of 
CompAny dAtA, ACCElErAtion of thE timE-to-mArkEt, And A rEduCtion 
in CoStS: At SAnofi thE it dEpArtmEnt iS rElying on tEChnologiCAl 
innovAtion And thE introduCtion of StAtE-of-thE-Art toolS in ordEr to 
providE EffECtivE Support to thE buSinESS.

how iS thE it dEpArtmEnt hElping 
thE CompAny to rEturn to 
growth?

Within the current structure at Sanofi, IT 
is taking on an increasingly significant 
role alongside the business, thanks to the 
development of solutions that allow for a 
greater simplification of processes and a 
reduction in manual tasks, resulting in greater 
speed of execution. In addition, solutions 
have been introduced that have allowed for 
an improvement in scientific information and 
have made the sales procedure in the field 
of self-medicating drugs both faster and 
more computerized. In fact, we’re suggesting 
that the company medical representatives 
work in a new way by using an iPad. In 
the field of self-medicating drugs, on the 
other hand, the traditional paper form was 
replaced a long time ago by order collection 
through an application that allows for the 
creation of an order using a tablet PC, 
with immediate fulfilment and transfer of 
the order by means of a 3g connection in 
the event of a request for urgent delivery.

following thE finAnCiAl 
CriSiS, thE prinCipAl buSinESS 
proCESSES (r&d, produCtion, 
mArkEting, SAlES, EtC.) 
hAvE ExpEriEnCEd A mArkEd 
ACCElErAtion. how hAvE you 
ExpEriEnCEd thiS ChAngE?

Everything happens more quickly and 
response times have necessarily been 
shortened. In fact, the market requires 
almost immediate responses. Consequently, 
we have to react very quickly. It has thus 
become essential that we can provide a 
fast, efficient and appropriate response 

to the requests that come in from our 
colleagues. Our application platform, 
based on solutions and systems that 
can be considered among the very best 
available, is now well-established and stable, 
although it is constantly being updated. 
It is important that we are able to make 
use of business intelligence tools that 
allow for the collection and comparison 
of company data, both from the various 
systems in use and from those relating to 
the market acquired from external sources. 
Timely analysis allows us to establish how 
and where to intervene in the event of a 
critical situation. 

whAt rolE hAvE nEw 
tEChnologiES plAyEd in your 
StrAtEgy?

An extremely important one. The example 
of the iPad is a significant one. Right back 
when it was first advertised, we thought 
that it might be a solution to many of our 
needs. Portable, light, practical, immediately 
exploitable and with information that is 
updated in real time; these are some of 
the technical features that make the iPad 
a successful tool. 

whAt ArE thE prioritiES for 
thE it dEpArtmEnt during thiS 
pEriod of EConomiC And mArkEt 
turbulEnCE?

We are currently working with the business 
to support the launch of new products. This 
is the area in which we are currently most 
involved and interested because it gives 
us the chance to study new requirements, 
to be involved in an activity that provides 
immediate feedback and that contributes 

significantly to the growth of the business. 
As a department we are involved in projects 
integrating the information systems of 
companies recently acquired by Sanofi, 
such as Merial (the animal health division 
of the group), which due to the diversity 
of its core business undoubtedly has 
requirements and particular features that 
are very different from those of Sanofi. 
Finally, there is the ongoing commitment 
to reducing costs. As well as contributing 
to a reduction in general company costs, 
we also need to reduce costs specific to 
IT. This objective is attainable thanks to 
the introduction of new technologies.
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Jörn riEdEl 
CIO, City of hAmburg

"it must mAke A double 
contribution."
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Jörn riEdEl, Cio of thE SovErEign And hAnSEAtiC City of hAmburg, iS 
ConCEntrAting on CollAborAtivE SolutionS in ordEr to bE AblE to 
proCESS lESS-StruCturEd AdminiStrAtivE proCEdurES morE EffiCiEntly.

how doES it hElp thE City StAtE of 
hAmburg mAnAgE itS CurrEnt And 
futurE ChAllEngES?

Basically, by further automating its 
administrative processes. This is the 
most important solution strategy that 
will enable the effective management 
of current and future tasks, taking into 
account the trend toward ever-fewer 
resources in terms of staff. At the same 
time we are above all trying to ensure 
that business communication with the 
institutions and authorities increasingly 
takes place online. This applies to areas 
such as taxes, statistics, forms, approvals 
and many other things. Of course, we’re 
not forgetting the integration of citizens. 
however, as companies interact with the 
administration much more frequently, here 
we aim to achieve greater efficiency gains 
at a more rapid pace.

rEgArding it ExpEnditurE: ArE 
you bEing AffECtEd by thE 
dEbt frEEzE or ArE you Still 
bEnEfiting from thE AftEr-
EffECtS of thE EConomiC StimuluS 
pACkAgE?

Our budget increases clearly lie below the 
rate of inflation, so from that point of view the 
debt freeze is having an effect. The Senate 
has initiated a development which should lead 
to a structurally balanced budget by the year 
2020. IT must make a double contribution 
in this context. On the one hand, we use our 
resources as economically as possible. On the 
other hand, our automation efforts should 
also lead to more efficient administrative 
action in many areas and make processes 
more streamlined and less costly. We should 
thus use our resources responsibly, but in 
no way are we subject to a savings regime 
which prevents innovation. 

and we can do that better if they don’t 
have to be somewhere on site as often, and 
can provide information or explanations by 
telephone — and in the future by means of 
videoconferencing and document sharing.

whAt prioritiES ArE you SEtting 
for thE nExt 12 to 18 monthS?

One big project is the replacement of large 
legacy systems in personnel administration, 
for example. however, this is an ongoing 
task, especially if we take into account 
the roughly 1,500 specialized software 
applications that we have to deploy and 
support. Apart from that, there are the 
expansion of our collaborative solutions 
and the integration of social media in 
communication between administration 
and citizens. This doesn’t mean Facebook, 
but rather generally speaking, the use of 
online procedures for civic participation. 

Could you givE uS ExAmplES of 
it proJECtS whiCh will lEAd to 
morE EffECtivE AdminiStrAtivE 
proCESSES?

Basically there are two types of processes: 
those that are highly structured, such as 
the processing of traffic fines, and those 
with little or no structure involved in 
handling more complex procedures. We 
have already been providing IT support 
for the first type for some time now. Those 
processes are already largely automated 
and are becoming more efficient with 
each new generation of software. For the 
less-structured processes, we have in the 
meantime provided workflow systems, in 
order to structure them more efficiently, 
and we’re using internal collaboration 
platforms for this. Furthermore, the number 
of electronic files documenting the relevant 
decisions is continually increasing. Paper 
files are being drastically reduced.

whiCh nEw tEChnologiES plAy An 
importAnt rolE in your StrAtEgy?

New technologies play an enabling role 
for us, as we use them to automate new 
areas. Just take a look at mobility. This 
plays an important role for us, starting from 
the traffic warden up to the previously 
mentioned traffic fines. Apart from that, 
we’re focusing intensively on computer 
telephony integration, collaborative tools 
and future business video solutions. Our 
experience shows that citizens very often 
like to receive information by telephone, 
especially when it concerns matters that 
can be quickly settled, so we’re investing 
in CTI. For example, our Call hamburg 
Service (Telefonischer hamburgService) 
is enjoying great popularity. As we also 
suffer from a shortage of skilled workers, 
we have to deploy our experts efficiently 
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frAnCiS thominE 
CIO, groupAmA

"the it depArtment? A service 
provider Within A finAnciAl 
services Group."



89

tEStimoniAlS

in A pEriod thAt rEmAinS turbulEnt, thE it dEpArtmEnt At groupAmA 
iS rEduCing itS budgEt And inCrEASing itS EffiCiEnCy. thE intEntion: 
AntiCipAtE CliEntS' nEEdS And rESpond to thEir ExpECtAtionS by 
poSitioning it AS An EnAblEr for EvEryonE within thE group.  

how iS your it dEpArtmEnt 
hElping thE buSinESS gEt bACk on 
trACk for growth?

Profitable growth! The IT department 
must be able to provide all the other 
departments in the group with efficient 
and reliable tools. One example is our 
“Smart” program. It enables our mobile 
sales force, people in our branch network 
and those working in our call centers to 
have multimedia and multichannel access 
to relevant information for the “damage” 
and “life” units. 

Concretely, a client or prospect calls. The 
caller is guided through a menu by automated 
voice servers, while simultaneously in real 
time an employee receives an overview of 
the client’s file, history and contracts. The 
employee takes over to respond to the 
question or handles the inquiry while the 
interaction with the client is under way. 

thE CriSiS hAS lEd to thE 
ACCElErAtion of buSinESS CyClES. 
how ArE you ExpEriEnCing thiS 
ACCElErAtion?

Information systems are a major driver of 
added value if one is able to understand 
the needs expressed by the business and 
its various departments. IT tools are on 
the critical path of all business processes: 
front and back office, and all financial 
processes from actuarial calculation to 
management control. The IT department 
has to understand, support and make life 
easier for all stakeholders within the group. 
Take an example from the back office: For 
managing our claims, we have developed 
an electronic document management 
system which, thanks to the digitalization of 
information, allows us to react immediately 
in a highly responsive manner to internal 

particular on workstations, whereas users 
like to think of themselves as IT specialists. 
When you’re operating 40,000 workstations, 
security requires the application of rules 
that are not the same as those everyone 
sets up on their own computers at home. 

whAt ArE thE prioritiES for thE 
it dEpArtmEnt in thiS timE of 
turbulEnCE?

We have two priorities which the current 
economic climate hasn’t changed: financial 
performance and operational excellence. 
As the structure on which our services are 
based, IT has to enable the improvement 
of client service, growth and profitability. 
IT is the second largest expenditure 
category for the group after the cost of 
salaries. We work to reduce this expenditure 
while improving our asset base. We have 
a significant investment ratio: 60% for run 
and 40% for change. In this way we have 
invested €30 million in building a third 
IT center that meets the norms of both 
Solvency II and Basel III. 

The IT department strives to reconcile the 
drive for growth with the drive for profitability. 
My first qualification as a teacher is one 
I hold dear. The management of large 
corporations do not always master IT, which 
is sometimes perceived as merely a means 
to an end, and they may perceive IT people 
as bizarre individuals who present them 
with large bills to be paid. Top management 
needs to genuinely own the subject and 
feel a bond with it. 

Being a member of the executive committee 
enables responsiveness and the ability to 
intervene, but also to propose approaches 
to various constraints and find ways to work 
around them.  

requests or client inquiries regarding the 
status of a dossier. The ability to respond 
instantly is crucial. 

The IT department provides the finance 
department with tools that enable the 
actuaries to gather relevant information 
for compiling the most detailed statistics 
possible. These tools enable the business 
to set the correct prices according to the 
level of risk, company results etc. The IT 
department delivers consolidated monthly 
dashboards to both general management 
and the executive committee so they 
can analyze the group’s situation, and 
react and set in motion action plans to 
accomplish the conclusions drawn on the 
basis of this information. We’re a service 
provider inside a service provider.

whAt rolE do nEw tEChnologiES 
plAy in your StrAtEgy?

For an insurance or banking business, the 
raw material is information. By way of the 
IS, information plays a prime part in our 
ability to do business. New technologies 
are driving the development of our business 
via new distribution channels, by changing 
the role of the back office and the way in 
which the organization is structured. This 
will continue to be the case with the rise 
of the Internet and mobile technologies in 
the broad sense, as we shift toward greater 
responsiveness and the ability to react in 
real time. 

All the users, all the operational business 
units of the group, are 100% dependent on 
the IS. The IT department needs to be able 
to react in real time to the slightest problem. 
If the tool has a hiccup, the reaction of our 
staff and clients is fierce and immediate. 
At the same time, the IT department imposes 
strict constraints in terms of security, in 
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